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An Empirical Examination of Job Stress and Management of Emotionally-Based 
Behavior:  Frontline Social Service Personnel Perspective 
 
Doreen Sams 
 
ABSTRACT 
Frontline service personnel (FSP) play an invaluable role in the marketing mix by 
directly influencing the customer’s perception of both the service organization as well as 
the service quality during the face-to-face delivery service encounter (Ashforth & 
Humphrey 1993).  The purpose of this dissertation is to examine how sources of job 
stress for FSP such as perceived customer demands, role ambiguity, role conflict, role 
overload, and emotional labor and various mediators such as job autonomy, emotional 
intelligence, and emotion-focused coping directly and indirectly influence job stress and 
outcome variables such as attitudes, behaviors, physical consequences, emotional 
exhaustion, job performance, and intentions.  
Research from frontline social service personnel’s (FSSP) perspective was 
collected in three phases: 1) eight personal in-depth interviews to determine the fit of the 
constructs in the model in a social service environment, 2) a cognitive response survey 
gathered from 86 FSSP to identify appropriate line items, and 3) a survey questionnaire 
gathered from 533 members of the National Association of Social Workers-Florida.  
 x 
Psychometrically sound scales developed and purified in the study demonstrated 
reliability and validity. These scales were then used to examine the structural model. 
Structural equation modeling, correlations, and regression analyses were used to examine 
relationships in the model.  Results of the study indicated that self-management of 
emotionally-based behavior was significant in the creation and reduction of job stress. 
Findings suggest that the influence of emotional-based behavior plays a significant role in 
job performance at the social service encounter and indirectly influences intention to 
switch and intention to leave.  
 1 
 
 
 
CHAPTER 1 
Introduction 
Few would argue that today’s business environment is experiencing dramatic 
changes due, in part, to rapid expansion in the service sectors.  Service organizations are 
becoming a dominant force in creating new jobs in the United States.  The U.S. 
Department of Labor reported rapid growth in the service industry from 1991 to 2000.  
Service-oriented employment opportunities are projected to rapidly expand increasing in 
size by 5.1 million between 2000 and 2010 with over half of those jobs within the health, 
business, and social services industries (Hecker, 2001).  With this rapid growth, there is a 
renewed interest among researchers in focusing on the critical issues underlying 
customers’ perceptions of service providers, such as service encounter performance 
(Chenet, Tynan, & Money, 1999). 
Unlike traditional product exchange encounters, the service delivery encounter 
plays an important role in the development of the customer’s impression of the service 
provider (McAlexander, Kaldenberg, & Koening, 1994).  A product can be described 
precisely (Shostack, 1977).  However, service images and service realities are based 
largely on our five senses (i.e., tangible things), but the service itself cannot be tangible.  
Thus, customers rely on peripheral clues (Shostack, 1977).  Today, frontline service 
personnel (FSP) play an invaluable role in the formulation of customers’ perceptions 
about the service organization, as well as the service quality being provided during the 
 2 
face-to-face delivery encounter with the customer (Ashforth & Humphrey, 1993).  FSPs’ 
attitudes and displayed behaviors can influence the customer’s perceptions of not only the 
service being created, but also the service organizations (Bowen & Schneider, 1985).  
Consequently, FSP are a significant component of the marketing and service delivery mix 
for any service-based organization.  During the service delivery encounter, FSPs’ job 
performance plays a critical role in the customer’s formulation of service quality and 
their satisfaction or dissatisfaction with the encounter. 
Some researchers suggest that FSPs are the pulse of the service organization and 
the organization’s image is often portrayed by the actions of just one FSP (Folkes & 
Patrick, 2003).  Other researchers note that customer satisfaction and actual purchase 
behavior are two important outcomes derived from the service encounter and are a 
function of the customer’s service quality perceptions (Athanassopoulos, 2000; Chenet et 
al., 1999; Sweeney, Soutar, & Johnson, 1999).  In an effort to control and manage the 
desired consistency of service quality from one encounter to the next, many service 
organizations try to implement specific strategies that impose emotionally-based behavior 
display rules on their FSP during the service delivery encounter.  While in some 
situations imposed emotionally-based behavior display rules are beneficial to FSP, these 
types of rules can also result in emotional labor, a potential source of increased social 
service encounter stress that negatively affects service encounter performances (Singh, 
1998).  Social service encounter stress hereinafter is denoted as job stress.  Emotionally-
based behavior display rules, which are acts used in exchange under the guidance of 
standards dictated by manuals, training, etc., and not subject to change or termination, are 
ritually sealed and almost inescapable (Hochschild, 1983).  Emotionally-based behavior 
 3 
display rules are used in a wide spectrum of services from airline flight attendants (e.g., 
Delta’s friendliness) to bill collectors (e.g., intimidation) (Hochschild, 1983).  Given the 
wide use of imposed emotionally-based behavior display rules service strategies and the 
critical importance of better understanding the phenomena of service delivery encounter 
performance and job stress, it is surprising that there is little empirical research that 
focuses on FSPs’ abilities to self-manage their emotionally driven behaviors during the 
delivery process of co-creating and executing quality services with customers.  The next 
section provides a discussion on the phenomena of job stress and service delivery 
encounter performances within a social services framework. 
 
Job Stress and Service Delivery Encounter Performance 
 We know from previous research that job stress continues to be a concern for U.S. 
firms (Sauter, Murphy, Colligan, Swanson, Hurrell, Jr., Scharf, Jr., Sinclair, Grubb, 
Goldenhar, Alterman, Johnston, Hamilton, & Tisdale, 1999) and that job performance is 
empirically linked to job stress (e.g., Singh, Goolsby, & Rhoads, 1994).  Job performance 
at the service encounter is directly correlated to service quality (Chenet et al., 1999).  The 
underlying assumption is that the customer’s perception of a service encounter is a vital 
part of the service.  For that reason, the actual service delivery is considered the moment 
of truth (Carlzon, 1987; Normann, 1983).  It is at this point that the customer formulates 
the perception of quality, satisfaction, and long-term loyalty. 
 Unlike the commercial service sector where the product offering is a good or 
service, social marketers in social service organizations primary offering is a behavior 
change (Andreasen, 1995).  Because of this uniqueness, quality is very difficult for the 
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customer to assess.  In many social service encounters, customers are expected to 
voluntarily accept, reject, modify, or abandon a behavior for their benefit, the benefit of a 
group, or of society without a promise of a direct benefit or immediate payback in return 
for their behavior change (Kotler, Roberto, & Lee, 2002).  In turn, the price to the 
customer is often perceived by the customer as too high.  Price may be characterized as 
an inconvenience, personal embarrassment, physical danger, or possible illness to the 
customer (Kotler et al., 2002).  Customers often do not see immediate or personal 
benefits and some are unwilling or reluctant to engage in the necessary behavior change.  
Consequently, social service delivery performance is of paramount importance to the 
customer’s perception of service quality and the displayed behaviors of frontline social 
service personnel (FSSP) may be the only surrogate indicator for quality (Shostack, 
1977).  Quality may symbolize, to the customer, the provider’s reliability, dependability, 
and consistency.  All of these qualities are important when a customer is expected to trust 
a service provider with something as important as a behavior change (Petrick, 2002).  
Poor social service delivery encounter performance may mean more than unhappy 
customers or negative word-of-mouth advertising.  Poor social service delivery encounter 
performance may mean that the customer’s harmful behavior continues, organizational 
funding disappears, others in need of the behavior change stay away, and/or society 
continues to be harmed by the behavior.  From an organizational perspective, research 
suggests that social service organizations may lose valuable FSSP through turnover 
brought on by anxiety, tension, emotional exhaustion, and/or physical consequences such 
as hypertension, ulcers, etc., as a direct result of unregulated job stress (Sauter et al., 
1999). 
 5 
 Intuitively, unregulated job stress during a social service delivery encounter can 
be counterproductive for all the participants.  Therefore, identifying the sources of job 
stress is critical for eliminating or reducing potential negative consequences.  Job stress 
difficulties facing many FSSP are due, in part, to the inherently large, complex, and 
bureaucratically burdened aspects that typically characterize many social service 
organizational structures.  Research indicates that this type of organizational structure 
encourages the formulation of such sources of job stress as role ambiguity, role conflict, 
and role overload among FSSP (Erera, 1989).  A classic example of such an 
organizational structure is the Department of Children and Family Services (DCFS).  
DCFS operates a foster care program, among other programs, that is fragmented into 
nearly two dozen independently run systems and staffed by an overburdened workforce 
(Gruskin, 2003).  While the organizational structure contributes to FSSP job stress, 
customer demands and emotional labor are two additional sources of job stress that may 
significantly influence FSSP performance capabilities (Goolsby, 1992; Morris & 
Feldman, 1996).  These two sources are discussed in greater detail later in this chapter.  
 
Emotionally-Based Displayed Behaviors 
 It is critical to remember that any service encounter includes social elements that 
are emotional in nature (Czepiel, 1990).  For example, understanding job stress’ impact 
on FSSP performance goes beyond just identifying sources and consequences of job 
stress.  In an effort to understand the role that job stress has on FSSP performance in 
social service delivery encounters, we must examine the role of emotionally-based 
behaviors as well.  In many situations, social service customers are often angry or 
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frustrated and tend to make unreasonable demands of FSSP such as requesting that the 
FSSP bend rules and overlook something that eliminates them from obtaining a certain 
aspect of the service offered.  When FSSP respond to the customer with organizationally 
deemed inappropriate emotionally-based behavior, such behaviors tend to lessen FSSPs’ 
objectivity and ability to offer a level of service quality expected by the organization 
(Lazarus & Folkman. 1984) and can place FSSPs’ physical well-being at risk.  Past 
research suggests that FSSP are more likely to be injured by angry customers than 
workers in almost any other occupation in the United States (Princeton Survey Research 
Association, 1997).  By including emotionally-based display behaviors into the 
examination of FSSP job stress and their consequences, the investigation is expected to 
provide valuable insights that will guide social service managers in developing and 
implementing strategies, policies, and training programs that will have a more positive 
impact on the social service delivery encounter.  As mentioned earlier, the need for social 
services in the U.S. is rapidly increasing and it is thus becoming one of the largest growth 
sectors for employment in the service sector (e.g., Hecker, 2001).  There is a definite 
need to understand the implications of job stress and social service delivery performance 
from a broader perspective than in years past. 
 
Frontline Social Service Personnel’s Perspective 
 Although researchers have given the issue of job stress a great deal of attention 
and practitioners have attempted to reduce the influences of the sources of job stress, to 
date job stress continues to be problematic.  For FSSP, job stress has increased 
substantially for more than 20 years (Princeton Survey Research Association, 1997).  
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Today, FSSP have one of the ten most stressful jobs in the U.S.  Narayanan, Menon, and 
Spector (1999) recently demonstrated that sources of job stress and reactions to job stress 
differ across job levels and types of employment.  Therefore, one possible explanation as 
to why job stress continues to be problematic is that relevant sources of job stress for 
FSSP have not been identified.  Narayanan, Menon, and Spector (1999) concluded that 
examining typical sources of job stress (i.e., role ambiguity, role conflict, and role 
overload) alone masks and/or ignores other important sources of job stress.  A second 
possible explanation is that researchers have neglected the emotional aspect of job stress.  
Goolsby (1992) proposed that without incorporating emotions into the study of job stress 
reactions, the researcher could only see a partial picture of the reaction process.  For 
example, it is suggested that implementing strategies such as imposing emotionally-based 
behavior display rules will bring consistency to the service encounter (e.g., Ashforth & 
Humphrey, 1993); however, this strategy may also result in emotional labor rendering the 
service encounter dysfunctional.  The role of FSSP’s self-management of emotionally-
based display behavior at the service encounter has been neglected.  Therefore, 
empirically examining the role of self-management of emotionally-based display 
behavior of FSSP at the service encounter is imperative to solving the job stress puzzle 
by identifying additional pieces of the puzzle. 
 It is extremely important to complete the picture for FSSP.  While some of the 
sources of job stress (e.g., role ambiguity, role conflict, and role overload) for FSSP may 
not differ greatly from those of FSP in commercial services, the personal consequences 
may be dramatically different.  For example, social service customers tend to be 
emotionally charged making the social service delivery encounter inherently dangerous 
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for FSSP.  The encounter is so dangerous that the Occupational Safety and Health 
Administration (Chao & Henshaw, 2003) annually publishes and updates a safety manual 
specifically instructing social workers on how FSSP can avoid serious injury at the hands 
of the customer.  
 In many cases, social service customers do not come willingly to the service 
delivery encounter, but have had that decision thrust upon them by a third party (e.g., the 
courts).  Although the behavior change may not come about willingly, it is still necessary.  
Due to the circumstances (e.g., necessitated by court order), many social service clients 
tend to bring emotional baggage (e.g., pre-existing levels of anger, anxiety, frustration, 
tension, embarrassment, etc.) to the service encounter that directly influences the type of 
demands (e.g., unreasonable), as well as the emotionally-based behavior, directed toward 
FSSP.  Given the real and ever-present threat of customer inflicted injuries, FSSP must be 
cautious in allowing emotionally-based behavior to be part of the service delivery 
encounter.  Overall, it is critical to identify sources of job stress and to understand how 
FSSP can most effectively manage the resultant emotions.  While job stress cannot be 
completely eliminated, once significant sources of job stress are identified, effective 
strategies and policies can be designed in an attempt to bring job stress to a level where 
productivity is no longer hampered by its negative effects.  Ignoring or misinterpreting 
the causes of job stress and their consequences may lead to incorrect managerial 
decisions.  By implementing the wrong policy or strategy, management may unwittingly 
increase job stress and reduce the FSSP level of job performance, thus reducing service 
quality and customer satisfaction.  FSSP hold valuable insights into job stress.  Therefore, 
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to truly understand job stress and its personal and organizational consequences, we need 
to ask FSSP.  
Previous Models 
 Since the pioneering work of Jacobson, Charters, and Lieberman (1951), there has 
been a stream of literature in disciplines such as management (Bedeian & Armenakis, 
1981), marketing (Behrman & Perreault, Jr., 1984; Singh et al., 1994; Walker, Churchill, 
& Ford, 1975), organizational behavior (Miles & Perreault, Jr’s., 1976) and psychology 
(Netemeyer, Johnston, & Burton, 1990) exploring the role of job stress in organizations.  
The most commonly studied sources of job stress include role ambiguity (RA), role 
conflict (RC), and role overload (RO).  However, in the Miles and Perreault, Jr. (1976) 
study, RO is considered a type of RC and not a separate construct.  More recently, Singh, 
Goolsby, and Rhoads (1994) built a theoretical rationale for the partial mediation thesis 
of relationships between role stressors, burnout, and job outcomes.  Their study examines 
role overload as one of three separate sources of job stress that when combined with other 
sources of job stress (e.g., emotional labor and perceived customer demands) may cause a 
cumulative dysfunctional effect on outcome variables.  
 Bedeian and Armenakis (1981) propose a theoretical model of cause-effect 
relationship in which they find RA and RC to have a significant direct effect on job 
satisfaction, with a greater indirect effect through job tension.  In an industrial setting, 
Walker, Churchill, and Ford (1975) conducted a meta-analysis of key components of 
sales force job stress and find that RA and RC correlate more highly with job 
performance than any other predictor utilized.  Behrman and Perreault, Jr. (1984) find 
unmediated job stress on psychological outcomes (i.e., job satisfaction, organizational 
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commitment, and turnover intention) to be statistically significant; whereas, Singh, 
Goolsby, and Rhoads (1994) find that unmediated job stress on psychological outcomes 
is non-significant.  Netemeyer, Johnston, and Burton (1990) compared four job stress 
models and find that four of the eight relationships found in the Bedeian and Armenakis 
(1981) model are not supported.  From the studies above, we know that RA, RC, and RO 
have either a direct or indirect effect on outcome variables; however, the lack of 
consistent findings in the above studies indicates a need for investigating the impact of 
other factors as well. 
 
Shortcomings of Current Approaches to Job Stress 
 Marketing researchers have examined antecedents and consequences of job stress 
at the service encounter from a sales force management perspective (e.g., Behrman & 
Perreault, Jr., 1984) and, more recently, the consumers’ perspectives (Folkes & Patrick, 
2003) to the neglect of the FSSP’s perspective.  Ignoring the FSSP’s perspective of 
sources of job stress, how emotions are self-managed, and stress at the service encounters 
only allows us to see a small portion of the job stress picture.  Another shortcoming is 
that services researchers examining self-management of emotionally-based behavior for 
FSSP traditionally examine only emotional labor and its impact on personal outcome 
variables (e.g., emotional exhaustion, physical illness, mental).  Yet, self-management of 
emotionally-based behavior displays is more complex than simply adhering to 
organizationally formulated emotionally-based display behavior rules.  FSSP with a high 
level of emotional intelligence may not function well in an organization that imposes 
emotionally-based behavior display rules.  Emotionally intelligent FSSP have the ability 
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to understand and effectively deal with clients; therefore, imposed rules lacking 
flexibility may prove counterproductive by increasing job stress for the FSSP when he or 
she determines that the situation warrants emotional displays different from imposed 
display rules.  Hence, it is shortsighted to examine emotional labor without 
simultaneously examining emotional intelligence.  
 Based on an extensive literature search, there is no meaningful empirical research 
reported in the services literature of emotional intelligence as a form of self-management 
of emotionally-based display behavior at the service encounter.  However, emotionally 
intelligent FSP have the ability to perceive and self-manage emotional responses of 
customers (Salovey & Mayer, 1990).  An emotionally intelligent FSSP may posses a 
greater ability to respond to displayed customer emotions without allowing emotions to 
inhibit his/her rational thinking than would a FSSP merely following a set of 
emotionally-based behavior display rules.  Examining emotional labor and emotional 
intelligence together is expected to offer insight into how two very different methods for 
self-management of emotions (i.e., imposed emotionally-based behavior and emotional 
intelligence) may interact to reduce or increase job stress and its consequences.  
Understanding the relationship of self-management of emotionally-based display 
behavior at the social service delivery encounter allows management to determine if 
interventions such as imposed emotionally-based behavior display rules should be 
considered.  If managerial intervention is determined to improve job performance then 
the next natural step is to determine where, when, and which interventions are 
appropriate (Bitner, Booms, & Tetreault, 1990). 
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Perceived customer demands are also important, yet have received little empirical 
investigation as a source of job stress for FSSP.  When a FSSP perceives that he or she is 
unable to meet customer demands for quality and reliability, perceived customer demands 
become a source of job stress (Chung & Schneider, 2002).  The FSSP’s ability to adapt in 
order to meet perceived customer demands has been shown to be of significant value in 
determining a customer’s dis/satisfaction with the service (Bitner et al., 1990).  In a 
previous research study in the services literature, customer demands are empirically 
studied as an antecedent of role conflict (Chung & Schneider, 2002).  However, customer 
demands are a separate and distinct source of job stress stemming from outside the 
FSSP’s organizational role, and should be examined as such (e.g., Goolsby, 1992).  
 Another construct that is loosely empirically linked to job stress and job 
performance in the marketing and services literature is job autonomy.  Yet, it has not 
been empirically examined as a mediator of perceived customer demands and job stress.  
By giving FSSP the power to make important day-to-day decisions, job autonomy might 
reduce the amount of job stress produced by perceived customer demands.  
 While many studies examine intentions to leave an organization, no studies were 
found where FSSP switch to different positions within the organization.  Switching 
behavior is directly related to the cost of switching providers of a service (Burnham, 
Frels, & Mahajan, 2003).  It makes sense that there are switching costs for changes in 
employment as well.  If the costs are too high for the FSSP to leave the organization 
altogether (e.g., vested in retirement, poor job market, etc.), the FSSP may move to what 
her or she perceives as a less stressful position within the same firm.  The move may be 
temporary while waiting for the job market to improve or long-term.  Switching behavior 
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within an organization may be as costly to the firm as FSSP leaving the firm.  Clients 
comfortable with current FSSP may find confiding in new FSSP stressful and may be 
reluctant to work with them.  Without incorporating the above constructs into a job stress 
model, effects may yield incomplete or misleading results and conclusions.  
 
Research Objectives 
One of the research objectives for this dissertation is to determine the role of 
emotional intelligence and emotional labor within self-management of emotionally-based 
display behavior in the social service delivery encounter from the FSSP’s perspective.  In 
addition, this dissertation examines the influence of perceived customer demands (PCD) 
and emotional labor (EL), two empirically neglected sources of job stress on outcome 
variables (e.g., attitudes, behaviors, emotional exhaustion, physical consequences, and 
intentions).  Due to inconsistencies in the literature, this dissertation re-examines role 
ambiguity (RA), role conflict (RC), and role overload (RO) as sources of job stress.  The 
mediating effects of job autonomy (JA), emotion-focused coping (EFC), and emotional 
intelligence (EI) are also examined.  Another research objective is that of empirically 
examining the relationships of job stress and social service encounter performance on a 
currently unexplored outcome, intention to switch positions within the organization 
and/or intention to leave the organization.  Social service encounter performance herein is 
denoted as job performance (JP).  Furthermore, this dissertation examines relationships 
between job stress and self-management of emotionally-based behavior on outcome 
variables from an interdisciplinary research orientation. 
 
 14 
Self–Management of Emotionally-Based Displayed Behavior 
Emotional Intelligence 
 Emotional intelligence (EI) is a form of self-management of emotionally-based 
displayed behavior.  EI is the ability of a person to manage his/her own emotions and to 
perceive and manage the emotional responses of other individuals (Salovey & Mayer, 
1990).  A highly emotionally intelligent individual does not allow his/her emotions to 
inhibit his/her rational thinking.  Sojka and Deeter-Schmelz (2002) propose that 
anecdotal evidence suggests EI to be important in situations requiring adaptation and the 
ability to cope.  Thus, an FSSP who has a high level of emotional intelligent would have 
the ability to adapt to emotionally-based behavior during the social service encounter.  
 
Emotional Labor 
 In an effort to manage the perception of service quality, more and more 
organizations are using strategies that impose emotionally-based behavior display rules to 
manage FSP service behavior during the service delivery encounter.  Although these 
types of strategies can result in positive job performance outcomes, they might also create 
less desirable outcomes (Ashforth & Humphrey, 1993).  The notion of emotional labor 
(EL) (see page 17 for definition) resulting from imposed emotionally-based behavior 
display rules was first proposed as a source of job stress, but not empirically examined by 
Hochschild (1983).  Better understanding of EL in a social service delivery environment 
becomes critically important to the main premise of social marketing which is to improve 
society, not harm it (Kotler, Roberto, & Lee 2002).  As a potential source of job stress, 
some researchers believe that imposed emotionally-based behavior rules resulting in EL 
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could have both negative emotional and physical consequences (Morris & Feldman, 
1996; Rafaeli & Sutton; 1987).  Consequently, EL can be counterproductive to the social 
goal of bettering society. 
 
Emotion-Focused Coping 
 It has been acknowledged for years that job stress produces negative emotions 
(Kahn, Wolf, Quinn, Snock, & Rosenthal, 1964).  More recently, Goolsby (1992) 
proposes that the magnitude and direction of consequences of job stress for sales force 
personnel are partially determined by the coping strategies available to the individual.  
Two types of coping strategies presented in previous studies are: 1) problem-focused 
coping and 2) emotion-focused coping (Lazarus & Folkman, 1984).  Problem-focused 
coping is an active attempt to alter the source of the stress itself.  FSSP have limited 
influence over the sources of job stress within an organization, therefore, problem-
focused coping is not examined in this study.  Emotion-focused coping consists of 
passive or reactive strategies (e.g., denial, acceptance, behavioral and/or mental 
disengagement) used by FSSP to reduce effort to control experienced-stress coming from 
the work environment (Goolsby, 1992).  Some researchers suggest that if coping 
resources are exceeded, job stress becomes dysfunctional and may result in negative 
personal and organization consequences (Jackson, Schwab, & Schuler, 1986; Babakus, 
Cravens, Johnston, & Moncrief, 1999).  Emotion-focused coping is believed to reduce the 
magnitude of emotional distress that taxes FSSP coping resources through modification 
of perceptions, attitudes, and/or goals (Cherniss, 1980).  
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Proposed Theoretical Framework 
In order to empirically examine the influence of self-management of emotionally-
based display behavior and job stress, the following framework is used (Figure 1.1 
below). 
Figure 1.1:  Structural Model: Social Services Encounter Job Stress 
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Definitions of Constructs 
 In an effort to gain an understanding of the proposed model, the following 
conceptual definitions have been adopted.  
• Attitude-Toward-the Job (ATJ) is a composite of learned 
predispositions toward reacting positively or negatively toward a 
particular job.  
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• Emotion-Focused Coping (EFC) is the cognitive and behavioral effort 
(i.e., passive or reactive strategies) put forth by Frontline Service 
Personnel to manage specific external and/or internal demands to 
reduce effort to control felt stress.  
• Emotional Exhaustion (EE) is a specific stress related action that refers 
to a state of depleted energy caused by excessive emotional demands 
made of social service employees interacting with customers (Saxton, 
Phillips, & Blakeney, 1991). 
• Emotional Intelligence (EI) is an individual’s learned ability to self-
monitor his/her own emotions and the feelings and emotions of 
customers resulting in useful information for guiding his or her own 
thinking and actions (Salovey & Mayer, 1990).  
• Emotional Labor (EL) is the degree of effort exerted by the FSP to 
display or resist organizationally based emotional behavior. 
• Intention to Leave the Organization (ITL) represents the likelihood of 
a FSP to voluntarily end his or her current employment with the 
organization at some time in the future (Bluedorn, 1982; Johnston & 
Futrell, 1989). 
• Intention to Switch Positions within the Same Organization (ITS) 
represents the likelihood of a FSP to voluntarily end a current position 
and take another position within the same organization sometime in 
the future. 
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• Job Autonomy (JA) is the degree of control over job-related activities 
an employee feels he or she possess (Wang & Netemeyer, 2002). 
• Overall Organizational Commitment (OOC) is the FSP’s perception 
relating to relative strength of identification with, as well as his/her 
dedication to, that organization. 
• Overall Job Satisfaction (OJS) is the FSP’s comprehensive evaluative 
judgment (or feeling) toward his/her job. 
• Perceived Customer Demands (PCD) are the FSP’s perception of 
customers’ requirements and expectations for service quality, 
reliability, and deliverability. 
• Physical Consequences (PC) are the resulting negative outcomes that 
directly relate to actual mental and medical conditions.  
• Role Ambiguity (RA) is the FSP’s perception of uncertainty about what 
his or her tasks are in carrying out his or her job that results in 
increased levels of job stress. 
• Role Conflict (RC) is the degree of perceived incongruence or 
incompatibility of organizational expectations associated with job 
performance that result in increased levels of job stress. 
• Role Overload (RO) is the FSP’s perception that there is a definite 
imbalance between job tasks required and time allocated to complete 
those tasks resulting in increased levels of job stress. 
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• Social Service Encounter Performance (JP) is the FSP’s self-
assessment of how well he or she executes job tasks, responsibilities, 
and assignments. 
• Social Service Encounter Stress (JS) is a dynamic condition in which 
an individual is confronted with an opportunity, constraint, or demand 
on being/having/doing what one desires for which resolution is 
perceived to have uncertainty, but which will lead to important 
outcomes (McGrath, 1976; Schuler, 1980). 
 
Highlights of Proposed Model 
  The model presented in Figure 1.1 serves as a visual aid in understanding the 
theoretical framework that guides the current empirical investigation.  This section offers 
only highlights of the workings of the model.  The model’s constructs and their 
relationships are discussed in more detail in the next chapter.  As the model illustrates, 
three typical organizationally-based sources of job stress (JS) [i.e., role ambiguity (RA), 
role conflict (RC), and role overload (RO)] and their relationships are re-examined in the 
current study.  In addition, several of the traditionally studied personal outcome 
consequences [i.e., organizational commitment (OC), overall job satisfaction (OJS), 
emotional exhaustion (EE), social service delivery encounter performance (JP) and 
intention to leave (ITL)] that have had varying results are also re-examined within a 
social service context. 
 Two neglected constructs, perceived customer demands (PCD) and emotional 
labor (EL) and their proposed relationships to outcome variables are empirically 
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examined in the current study.  There are three additional constructs in the model (i.e., 
job autonomy, emotional intelligence, and emotion-focused coping) with proposed 
mediating influences on the identified emotional, attitudinal, and physical outcome 
consequences that are worthy of further highlight. 
 In many social service organizations, job-related decisions are typically made in a 
bureaucratic fashion by top management.  In contrast, many FSSP are not normally in a 
position that allows them to make operational or strategic managerial decisions that could 
reduce or eliminate sources of their job stress.  Nevertheless, job autonomy differs as a 
function of job type and is, therefore, a critical facet of the social service work 
environment (e.g., Hall, 1989; Karasek, Jr., 1979).  When FSSP have the latitude to make 
routine daily decisions, job autonomy might reduce FSSPs’ job stress as well as the need 
to engage in emotion-focused coping.  Therefore, job autonomy is presented in the model 
as a mediator of the relationship between perceived customer demands and job stress.  
 Another proposed mediator presented in the model is emotional intelligence.  An 
emotionally intelligent FSSP has the ability to manage and appropriately display 
emotionally-based behavior because he or she has the ability to perceive and understand 
his or her own emotions, as well as the emotions of others (Salovey & Mayer, 1990).  
Therefore, FSSP with emotionally intelligent capabilities are expected to display the 
proper emotionally-based behaviors with or without imposed emotionally-based behavior 
display rules.  Consequently, emotional intelligence is presented in the model as a 
mediator of the relationship between emotional labor and job stress.  In turn, high levels 
of emotional intelligence should influence FSSP’s need to engage in emotion-focused 
coping strategies.  
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 Emotion-focused coping encompasses strategies to reduce the level of experienced 
job stress, not the conditions causing the stress.  When engaging in emotion-focused 
coping, the emphasis is on controlling emotional responses rather than controlling the 
work environment (Narayanan et al., 1999).  Given that management tends to make most 
strategic job-related decisions, it is posited that FSSP primarily engage in emotion-
focused coping rather than problem-focused coping.  The model presents emotion-
focused coping as a mediator between job stress and several specific outcome variables.  
Other researchers such as Folkman and Lazarus (1988) have examined emotion-focused 
coping as a mediator of various outcome variables.  This dissertation presents emotion-
focused coping in mediating roles that have received limited attention in the services 
literature.  Emotion-focused coping is also presented as mediating emotional exhaustion 
and physical consequences. 
 Although most past studies focus on examining the relationships between job 
stress and intention to leave, it is intuitive that not everyone dissatisfied with his or her 
job is also dissatisfied with the organization.  As such, the current study also examines 
intention to switch positions within a company as an alternative to intention to leave.  
While some FSSP who are dissatisfied with their job will immediately leave an 
organization, others may intend to switch positions within the same organization only as 
a temporary solution until the timing is right for them to leave the organization.  
Therefore, the model presents a direct relationship between intention to switch positions 
within the organization and intention to leave the organization.  
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Research Questions 
 The following research questions serve as the underpinnings, which guide the 
current research endeavor and the development of the hypothesized relationships between 
the models’s various constructs. 
 
1. To what extent does job autonomy mediate the relationship between 
customer demands and job stress? 
2. To what extent does job autonomy directly influence emotion-
focused coping capabilities of FSSP? 
3. To what extent does emotional intelligence mediate the relationship 
between emotional labor and job stress? 
4. To what extent does emotional intelligence directly influence 
emotion-focused coping capabilities of FSSP? 
5. To what extent does emotion-focused coping mediate the 
relationship between job stress and personal and organizational 
consequences? 
6. To what extent does job performance directly influence intention to 
switch positions within organization? 
7. To what extent does job performance directly influence intention to 
leave the organization? 
8. To what extent does intention to switch positions within the 
organization directly influence intention to leave the organization? 
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Anticipated Contributions of the Investigation 
 Anticipated contributions fall into three categories: theoretical, measurement, and 
practitioner oriented.  This section presents the proposed contributions of this dissertation 
for these three areas.  
 
Theoretical Contributions 
 Affective event theory (AET) brings attention to events that may unfold in the 
workplace and generate emotional reactions (Weiss & Cropanzano, 1996).  AET holds 
that environmental conditions in the workplace result in hassles and uplifts for the 
employee (Weiss & Cropanzano, 1996).  For example, if an employee receives 
conflicting instructions (i.e., role conflict) from important role partners, they may feel 
hassled, frustrated, and disgruntled (an affective state).  These feelings may manifest 
themselves in a poor attitude toward the job and a resultant search for other positions 
within the firm or outside the firm.  Affect Event Theory (AET) presents emotions at five 
levels: within person, between persons, interpersonal interactions, groups, and 
organization wide (See Figure 1.2 below) (Ashkanasy, 2003).  This dissertation 
contributes to AET by investigating the sources of job stress that drive the events that 
unfold in the workplace such as perceived customer demands, emotional labor, role 
ambiguity, role conflict, role overload, as well as the role of mediators (e.g., emotion-
focused coping, emotional intelligence and job autonomy) in reducing the influence of 
affective events on FSSP.  Previous research has neither proposed nor empirically 
examined the relationships between levels (e.g.., emotional intelligence influences the 
experienced emotions caused by emotional labor).  This dissertation contributes to theory 
 development by examining relationships between two constructs across levels of 
interpersonal (emotional labor) and between persons (emotional intelligence) defining 
both as different means of self-management of emotionally-based behavior displays, as 
well as the nature of those interactions.  
 
Figure 1.2 AET 
 5. Organization-wide
Organizational policies; requirement for emotional labor;
stress and wellbeing; emotional climate and culture
4. Groups
Affective composition; emotionally intelligent groups;
emotional contagion; leader-member exchange
3. Interpersonal Interactions
Emotional labor; emotional exchange;
displayed vs. felt emotion
2. Between persons
Trait affectivity, affective commitment; job
satisfaction; burnout; emotional intelligence
1. Within-person
State affect; affective events;
discrete emotions; mood; behaviors
 
 
 
 
 
 
 This dissertation takes a theoretical role approach emphasizing the nature of 
people as social actors who learn behaviors appropriate to their position in society 
(Solomon, Surprenant, Czepiel, & Gutman, 1985).  Role theory has particular relevance 
for FSSP as it provides a major link between FSSP and the organizational levels of 
research and scientific inquiry.  It is a summation of mechanisms through which systems 
confront their members as individuals, as well as a building block of social systems 
(Kahn et al., 1964).  Organizational expectation about FSSP’s behaviors allows FSSP to 
react accordingly.  For example, FSSP have expectations about performance at the 
service encounter and attempt to act accordingly.  Customers hold expectations about 
FSSP service encounter behavior.  Displayed behaviors that differ from behavioral 
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expectations may negatively affect the customer-FSSP relationship (Solomon et al., 
1985).  Results from recent studies demonstrate that examining organizational variables 
offers great potential for extending knowledge of the role of FSSP (e.g., Chenet et al., 
1999).  The results of such studies are promising, yet little appears to be known about the 
overall organizational dynamics of the FSSP’s workplace from the FSSP perspective.  
This dissertation extends role theory by bringing together and empirically examining 
influences on the organizational environment, and interpersonal and intra-personal factors 
of perceived customer demands and emotional labor, respectively.  Also explored are the 
variables that mediate the influence of job stress as well, as typical organizational 
outcome consequences.  
 
Measurement Contributions 
 Much of the work done in the area of job stress (i.e., RA, RC, RO) relies on 
traditional rating scales (e.g., closed-end measures).  Respondents report on job stress 
over an unnamed time.  However, these measures alone may not adequately capture 
stress-related experiences related to the social service environment of FSSP. 
 Where scales do not exist or are inadequate for this study, new scales are 
generated or existing scales are modified by this researcher through pertinent literature 
and a pilot study including both closed and open-ended measures.  New and modified 
scales are psychometrically tested (see Chapter 3, Methodology).  
 
 26 
Contributions for Practitioners 
 Because it is possible for customer satisfaction and repeat purchase to be 
determined solely by job performance at the service encounter (Bowen & Schneider, 
1985), understanding the roles of job stress and self-management of emotionally-based 
display behaviors at the social service delivery encounter are extremely important.  
Service providers that are better equipped to handle emotionally stressful situations at the 
service encounter should improve the service encounter and, hence, service quality and 
customer satisfaction. 
 For service providers holding a market-orientation philosophy, the service 
encounter provides a perfect opportunity to collect information about customers and, 
therefore, better serve them.  FSSP who are stressed cannot accomplish this because they 
are distracted by their own emotional management and coping.  Knowledge gained in 
these encounters could provide a competitive advantage for a not-for-profit organization 
as only a limited number of not-for-profit firms embrace a market orientation philosophy 
(Cano, Carrillat, & Jaramillo, 2004). 
 This dissertation offers social service practitioners a clearer understanding of the 
sources of job stress, their consequences, and the role of self-management of 
emotionally-based displayed behavior at the social service delivery encounter.  With the 
knowledge gained from this study, social service practitioners have the opportunity to 
make informed decisions to manage the social service delivery encounter.  In addition, 
some of the insights gained from the current study may provide invaluable insights for 
similar service encounters where imposed emotionally-based behavior display rules are 
employed to ensure service quality performance. 
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Chapter Summary 
 Due to conflicting results in findings from previous research, this dissertation re-
examines traditional sources of job stress and their outcomes.  Two additional sources of 
job stress, emotional labor and perceived customer demands, have received limited 
empirical research and are empirically examined in this dissertation.  In previous 
research, emotional intelligence has primarily been examined as a strategy for improving 
managers’ emotional competencies; however, the contribution of emotional intelligence 
of FSP to service delivery performance is neglected.  There is no empirical evidence as to 
emotional intelligence’s role on job stress.  Therefore, the inclusion of EI, a form of self-
management of emotionally-based behavior, is exploratory in nature and EI is empirically 
examined as a mediator between emotional labor and job stress.  Emotional intelligence 
is also examined as to its direct influence on emotion-focused coping.  This dissertation 
examines job autonomy as a mediator between perceived customer demands and job 
stress and the direct relationship of job autonomy on FSSP’s emotion-focused coping 
ability. 
 The findings from this study are expected to help direct future job stress research 
toward considering self-management of emotionally-based display behavior and the 
nature of the job in FSSP’s appraisal of, and the reaction to, stressful job conditions.  The 
findings are also expected to further knowledge as to relevant sources of job stress in a 
social service environment and the extent to which mediators (e.g., emotion-focused 
coping, emotional intelligence, and job autonomy) reduce the influence of job stress.  
Measuring job stress may require more than a general agreement on events that are 
present in the workplace.  Where scales are inadequate or do not exist to measure a 
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construct, scales are developed through the literature and a pilot study with FSSP and 
psychometrically examined. 
 The following chapter is an in-depth literature review that delves into relationships 
of constructs offered for examination in this dissertation.  The conceptual and functional 
definitions of the study’s key constructs are presented.  The model is examined and 
deeper explanations of hypothesized relationships are offered. 
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CHAPTER 2 
Literature Review and Hypotheses  
 The model presented in Chapter One depicts a situation in which frontline social 
service personnel (FSSP) are confronted with job stress from sources such as emotional 
labor, perceived customer demands, role ambiguity, role conflict, and role overload.  A 
theory of job stress is without substance unless emotions are incorporated into the study 
Goolsby (1992).  Together, Affective Event and Role theories offer researchers a 
framework for understanding how self-management of emotionally-based behavior 
during the service encounter influences job stress and its consequences. 
 In an attempt to better understand the proposed relationships presented in Chapter 
One, this chapter presents an overview of the research relevant to the proposed model’s 
sources of job stress, mediators, and consequences for frontline social service personnel 
and the organization.  Hypotheses are formed based on the literature and are presented in 
this chapter.  A summary of the hypotheses is presented in Table 2.1 on pages 59-60. 
 
Affective Event Theory 
 AET is a relatively new theory that purports that things happen to individuals in a 
work setting and the individual often reacts emotionally (Weiss & Cropanzano, 1996).  
AET focuses on structure, causes, and consequences of affective experiences occurring 
on the job (Weiss & Cropanzano, 1996).  AET holds that affective reactions influence 
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overall feelings about one’s job.  Cumulative affective experiences contribute to the 
affective component of attitudes such as job satisfaction and judgment-driven behaviors 
(Fisher & Ashkanasy, 2000) such as job performance. 
 The higher the number of similar affective events, the more likely a predictable 
behavior will occur (Fisher & Ashkanasy, 2000).  Work environments influence affective 
experience by making specific events more likely (Weiss & Cropanzano, 1996).  For 
instance, an emotionally charged work environment, such as one that may be found in a 
social service organization, creates an atmosphere where perceived customer demands 
could result in a confrontation between the customer and frontline social service 
personnel (FSSP).  Emotion-focused coping (e.g., Goolsby, 1992) and self-management 
of emotions (e.g., Diefendorff & Gosserand, 2003) are proposed to indirectly influence 
such affect driven behaviors as job performance.  By examining the influence of self-
management of emotional-based behavior, this study systematically examines elements 
of AET and adds value to the understanding of the role of affective events in the social 
service environment. 
 
Role Theory 
An interdisciplinary role perspective evolved from studies in anthropology, 
psychology, and sociology (Sarbin, 1954).  Role theory’s roots are found in social 
penetration theory (Altman & Taylor, 1973), social interaction approaches to sociological 
thinking (Simmel, 1908/1950; Goffman, 1967), and the dyadic elements of social 
exchange theory (Homans, 1961; Kelley & Thibaut; 1978).  Role theory is a grouping of 
social clues that guide and direct an individual’s behavior in a given setting and is 
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important in explaining patterns of social interaction and integration.  It is relevant to 
marketing through its focus on social exchange within marketing encounters (Broderick, 
1999).  Role theory applies across a wide variety of contexts including a dyadic focus on 
social exchanges between only two parties who have a mutually reciprocal relationship 
(Biddle, 1979) and a more generalized social exchange between three or more actors who 
benefit each other indirectly and involves delayed reciprocity in which, over time, both 
recipients give and receive something in a circular process (Levi-Strauss, 1969).  
Generalized social exchange takes place in social services encounters.  Social service 
organizations provide public value to citizens by providing private value (e.g., money, 
food, etc.) to the needy.  Citizens do not expect to receive value immediately, but do 
receive value, over time, in the form of such benefits as lower crime rates when human 
basic needs are met. 
Role theory holds that expectations of what is appropriate service encounter 
behavior for FSSP comes from multiple role members.  Whether expectations are met 
appropriately and to what degree is determined by the reaction of other role members and 
observers.  Other members of the role set, such as immediate supervisors, executives in 
the firm, and/or internal/external customers, communicate pressures for conformity to 
their expectations through organizational norms or formal training, company handbooks, 
supervisor directions, and/or apprenticeships (Merton, 1957; Solomon et al., 1985). 
 By taking a role-theoretic approach, this study emphasizes the nature of 
FSSP as social actors who learn appropriate behaviors for their role in an 
organization on-the-job (Solomon et al., 1985).  By including self-management 
of emotionally-based behavior and emotion-focused coping in the model, this 
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study extends role theory and affective event theory by looking at previously 
unexamined relationships of emotion-focused coping with both job autonomy 
and emotional intelligence.  This research is also expected to move towards an 
understanding of the processes, which may affect both the level of job stress and 
its outcome consequences, by building upon interdisciplinary research to develop 
a systematic framework that guides empirical research. 
 
Sources of Job Stress 
Job stress, also referred to as role stress (e.g., Behrman & Perreault, Jr., 1984), is a 
complex and widely studied psychological construct.  What constitutes job stress depends 
on “when an environmental situation is perceived as presenting a demand which threatens 
to exceed the person’s capabilities and resources for meeting it, under conditions where 
he or she expects a substantial differential in the rewards and costs from meeting the 
demand versus not meeting it” (McGrath, 1976, p. 1352).  Figure 2.1 below presents a 
visualization of the hypothesized relationships found in the proposed model. 
 
 Figure 2.1: Structural Model with Hypothesized Relationships 
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 In the following sections, the overall model is broken down to enhance the 
reader’s understanding of the hypothesized relationships.  
 
Traditional Sources of Job Stress 
Role ambiguity.  Role ambiguity is the frontline social service personnel’s 
perception of uncertainty about what tasks are involved in carrying out his or her job.  
There appears to be sufficient evidence to support the assertion that role ambiguity is an 
inherent characteristic of many jobs, including that of frontline service employees (e.g., 
Singh, 2000).  However, some studies suggest this relationship does not exist for other 
job types, such as clerical workers, police sergeants, and university professors (Lord, 
1996; Narayanan et al., 1999).  These conflicting findings suggest that role ambiguity 
may be a function of job type and may not be typical to all organizations.  For example, 
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Narayanan et al. (1999) measured sources of job stress by asking respondents from three 
occupations to describe a concrete event that he or she perceives to be stressful which 
occurred at work in the month prior to the study.  Narayanan et al. (1999) also asked 
respondents how stressful the event was (i.e., not very to very much) and why the 
incident is perceived to be a problem for them and to report their accompanying 
emotional reaction to the incident.  In the Narayanan et al. (1999) study, role ambiguity is 
rarely identified as a source of job stress across three occupations.  Whereas, in a recent 
study, Bettencourt and Brown (2003) found role ambiguity to be a significant source of 
job stress that has an indirect negative influence on service delivery (i.e., job 
performance) of frontline service personnel (i.e., both nonprofessional service providers 
and higher-level service providers) significant at p<.001.  Role ambiguity for social 
service organizations such as the Department of Children and Family Services (DCFS) 
often comes from fragmented programs like the foster care program.  The fragmented 
foster care program lacks uniform performance standards which creates an atmosphere of 
uncertainty for FSSP (Bridges & Lauer, 2003).  Not knowing what is expected creates 
ambiguity, which in turn, may increase job stress for frontline service personnel (Kahn et 
al., 1964).  Therefore, the study of role ambiguity as a source of job stress is relevant for 
FSSP. 
 
 Role conflict.  Role conflict is a factor in the work environment that creates 
psychological conflict for frontline service personnel (Kahn et al., 1964).  The 
relationship between role conflict and job stress is clearly defined through past empirical 
research.  For example, in 1978, Cooper, Mallinger, and Kahn found that in a sample of 
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dentists, role conflict contributed significantly (p< .01) to job stress.  In the case of 
dentists, role conflict stems from what a dentist believes society perceives him or her to 
be (i.e., inflictor of pain) and what the dentist believes he or she should be (i.e., healer).  
In a recent study of 514 human service workers, the relationship of role conflict and job 
stress is path analyzed using ordinary-least squares regression analysis and is found to 
have a positive significant relationship at p <.001 (Lait & Wallace, 2002). 
Role conflict is operationally defined as a multidimensional construct.  However, 
exactly what constitutes those dimensions has been a subject for controversy.  Role theory 
distinguishes between four types of role conflict: 1) intrasender, 2) intersender, 3) person-
role, and 4) overload (Shenkar & Zeira, 1991).  Intrasender conflict is defined as the 
inability to satisfy all expectations of a single member of a role set.  For example, a 
supervisor requests that an FSSP working for the Department of Children and Family 
Services (DCFS) obtain records on an at-risk child which are unavailable through normal 
channels.  At the same time, DCFS prohibits the FSSP from obtaining the records outside 
of the normal channel.  Intersender conflict is the inability to satisfy all expectations from 
multiple members of the role set.  For instance, an FSSP at the DCFS must answer to 
external customer wants and needs, satisfy government regulations, special interest 
groups, and management’s expectations.  The expectations of all of these contingencies 
often conflict.  Person-role conflict exists when a person’s values are inconsistent with 
role requirements.  An illustration of person-role conflict is when an FSSP, in an attempt 
to advance in his or her job, circumvents company policies and regulations by obtaining 
needed documents through unauthorized channels.  Although role overload has been 
studied as a dimension of role conflict, research of a sample of 770 customer service 
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representatives conducted by Singh, Goolsby, and Rhoads (1994) demonstrates that role 
overload and role conflict are two separate constructs that contribute independently to job 
stress.  Therefore, for the purpose of this study, role conflict consists of three dimensions: 
1) intrasender, 2) intersender, and 3) person-role conflict. 
 
 Role overload.  Role overload is the perception that there is an imbalance between 
job tasks requirements and time allocated to complete those tasks.  It has been shown that 
role overload is a significant source of job stress for customer service representatives in 
the commercial service sector (Singh, Goolsby, & Rhoads, 1994).  Role overload is 
believed to be a significant concern for frontline service personnel in social service 
organizations.  A case in point would be social service personnel at Department of 
Children and Family Services in Miami, Florida.  These personnel have been portrayed as 
victims of an overburdened workforce (Gruskin, 2003).  According to Gruskin “despite 
the overtime, the backlog sits at just under 1,700 cases – 13% higher than when the 
backlog unit was established two years ago” (p. 1). In turn, “some South Florida social 
workers – entrusted to make life-and death decisions for the state’s abused and neglected 
children – routinely clock 20 to 40 hours of overtime a week” (p. 1). 
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Figure 2.2: Traditional Sources of Job Stress 
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 The three typical sources of job stress illustrated in Figure 2.2 above are believed 
to be relevant in a social service context and, therefore, are examined.  All three sources 
of job stress are expected to significantly create job stress.  Hence, the following 
hypothesized relationships are offered: 
 
H1: Role ambiguity has a significant positive impact in creating FSSP 
job stress.  
  
H2: Role conflict has a significant positive impact in creating FSSP job 
stress.  
 
H3: Role overload has a significant positive impact in creating FSSP job 
stress.  
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Other Sources of Job Stress and Mediating Relationships  
 Perceived customer demands.  Perceived customer demands are the FSSP’s 
perceptions of requirements and expectations of the customer.  Based on the centrality of 
the role of FSSP and the customer as co-producers of the service offering (Chung & 
Schneider, 2002), perceived customer demands are proposed to influence various job 
outcomes in a social service organization.  Job stress may occur when FSP perceive that 
customer demands are incongruent (i.e., not consistent) with what FSP believe 
management expects them to do (Chung & Schneider, 2002).  Furthermore, Li and 
Calantone (1998) and Wang and Netemeyer (2002) examine customer demandingness in 
relationship to various outcome variables including job performance, but neither study 
examines its role as a source of job stress.  The current study examines the role of 
perceived customer demands as a source of job stress for social service organizations. 
 
Mediating Role of Job Autonomy 
 
Figure 2.3: Mediating Role of Job Autonomy 
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 Job autonomy demonstrates to FSSP the manager’s belief in him or her as worthy 
of trust to resolve problems and meet perceived customer demands.  When an employee 
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takes personal responsibility for performance outcomes, he or she gains a sense of pride 
of ownership in the job (Tyagi, 1985), which promotes a learning atmosphere (Parker, 
Wall, & Jackson, 1997).  In an atmosphere conducive to learning, employees often seek 
knowledge outside of their immediate job responsibilities and increased knowledge is 
expected to lead to the production of a quality product (Parker et al., 1997).  Wang and 
Netemeyer (2002) found that for a sample of 147 sales force personnel consisting of real 
estate agents, job autonomy motivates individuals to learn and develop skills needed to 
perform successfully on the job.  As illustrated in Figure 2.3 above, it is proposed that job 
autonomy arms FSSP with the knowledge and authority needed to meet perceived 
customer demands and problems effectively and efficiently.  Therefore, job autonomy is 
viewed as mediating the impact of perceived customer demands that create job stress.  
 
H4:  Job autonomy mediates the relationship between perceived customer 
demands and job stress such that job autonomy reduces the impact of 
perceived customer demands on job stress. 
 
Emotional Labor 
Negative emotions short-circuit a person’s ongoing cognitive processes by 
changing a person’s motivations and/or goals (Lerner & Keltner, 2001).  Frontline service 
personnel in a social service organization risk coming face-to-face daily with angry and 
often violent customers (Princeton Survey Research Association, 1997).  Because 
emotions are contagious and injury at the hands of customers is a real and ever present 
threat for FSSP, these service providers cannot afford to display inappropriate 
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emotionally-based behavior at the service counter (Verbeke, 1997).  Consequently, 
controlling emotionally-based behavior displayed by FSSP is important to the efficient 
and effective delivery of quality service and safety of FSSP (Lazarus & Folkman, 1984).  
Ashforth and Humphrey (1993) propose that one way an organization can assure 
consistency of the service delivery encounter is to impose emotionally-based behavior 
display rules (i.e., prescribed method of expression of on-the-job emotions) on FSSP. 
Although emotionally-based behavior display rules can benefit the organization 
and FSSP, they can also have negative consequences such as emotional labor.  Emotional 
labor is the effort put forth to display emotionally-based behavior deemed appropriate for 
a given situation such as the service delivery encounter (Morris & Feldman, 1996).  
Emotional labor has received attention in the literature since Hochschild’s (1983) seminal 
book.  Practitioners such as Vitello-Cicciu (2003) acknowledge the role of emotional 
labor in a service environment.  Management academics such as Ashforth and Humphrey 
(1993), as well as academics from organizational behavior (e.g., Schaubroeck & Jones, 
2000), demonstrate an interest in emotional labor and its consequences.  Ashforth and 
Humphrey (1993) propose that the act of displaying an emotion is emotional labor and 
that the amount of effort put into the acting determines whether there are negative 
personal consequences such as job stress.  In other words, the more effort involved in 
performing an emotionally-based behavior, the greater the level of emotional labor.  
Schaubroeck and Jones (2000) examine potential physical consequences of emotional 
labor when negative emotions are suppressed, but find no significant relationship between 
emotional labor and physical consequences.  Marketing academics Rogers, Clow, and 
Kash (1994) examine emotional labor by measuring the display of empathy of frontline 
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service personnel and find that as genuine empathy for the customer increases, job stress 
declines. 
 
Mediating Role of Emotional Intelligence 
 
Figure 2.4: Mediating Role of Emotional Intelligence 
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In contrast to emotional labor which is in response to a potential affective event, 
emotional intelligence is not an affective event or a response to an affective event.  
Emotional intelligence is a learned ability to self-monitor one’s own emotions and the 
emotions of others.  Emotional intelligence equips an individual to effectively manage 
emotionally-based behavior.  Emotional intelligence is not a new concept.  Its roots go 
back to the concept of social intelligences, first introduced by Thorndike (1920) and 
subsequently extended by Gardner (1983). 
As illustrated in Figure 2.4 above, the current study proposes that, based on the 
concept that emotional intelligence equals emotional competency, an emotionally 
intelligent FSSP senses, knows, and displays emotionally-based behaviors that are 
appropriate at the service encounter eliminating the need to act out an imposed 
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emotionally-based behavior (Goleman, 1998).  Emotional intelligence is proposed to 
mediate the relationship of emotional labor and job stress by reducing the impact of 
emotional labor that creates job stress. 
 
H5:  Emotional intelligence significantly mediates the relationship 
between emotional labor and job stress such that it reduces the 
impact of emotional labor on job stress. 
 
Mediating Role of Emotion-Focused Coping 
 An emotion-focused coping style involves a cognitive and behavioral effort to 
manage demands in an effort to reduce felt stress such as distancing oneself from stress 
through avoidance, seeking social support, selective attention, etc. (Lazarus & Folkman, 
1984).  Although emotion-focused coping reduces job stress, the negative consequences 
of emotion-focused coping may outweigh the benefit.  An individual may give up on 
organizational goals which over the long-run affect the individual’s and organization’s 
well-being (Strutton & Lumpkin, 1994).  Once the FSSP gives up on organizational 
goals, job performance may decline and the FSSP may leave or be asked to leave his or 
her position.  It stands to reason that reducing the need for emotion-focused coping could 
be advantageous for both FSSP and the organization.  It is proposed that job autonomy 
and emotional intelligence may reduce the need for FSSP to engage in emotion-focused 
coping. 
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Job Autonomy and Emotion-Focused Coping 
 Job autonomy can reduce the need to engage in emotion-focused coping strategies 
by proactively reducing job stress (Singh, 1993).  For example, Singh (1993) found that 
boundary-spanning personnel in situations where job autonomy exists experience less job 
stress.  Chebat and Kollias (2000) examine the relationship between job stress and job 
autonomy and discover that when job stress is reduced through the influence of job 
autonomy, frontline service managers are more willing to adapt to demands of the service 
delivery encounter.  Therefore, it is proposed that when job autonomy is present, the need 
to engage in emotion-focused coping is reduced.  Although exploratory in nature, it is 
reasonable to hypothesize a relationship between job autonomy and emotion-focused 
coping based on previous research findings. 
 
H6: The stronger the presence of job autonomy, the less likely FSSP will 
engage in emotion-focused coping.   
 
Emotional Intelligence and Emotion-Focused Coping 
 FSSP need to be self-directed, to possess the ability to adapt to changing 
circumstances, to hold social competencies, and to be creative (Goleman, 1995).  The 
emotionally intelligent FSSP has the capability to recognize and understand his or her 
emotions and the emotions of others in the workplace.  This permits him or her to be able 
to adapt to changing circumstances and to display the proper emotional behavior.  To 
date, no other studies have been found that empirically examine the role of emotion-
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focused coping and emotional intelligence.  Therefore, this study contributes to the 
literature by examining the following exploratory relationship: 
 
H7a: There is a significant relationship between emotional intelligence and 
emotion-focused coping effectiveness.   
 
H7b: There is a significant relationship between emotional intelligence and 
emotion-focused coping frequency.   
 
The Impact of Emotion-Focused Coping 
Because the coping process arises during the service encounter and changes the 
relationship between job stress and outcomes, emotion-focused coping is proposed to 
significantly mediate the relationships between job stress and the following outcome 
variables: 1) emotional exhaustion, 2) overall organizational commitment, 3) overall job 
satisfaction, 4) attitude toward the job, and 5) physical consequences.  Hypotheses are 
presented following each of the next four (4) subsections: 1) Emotional Exhaustion, 2) 
Attitude Toward the Job, and 3) Overall Organization Commitment and Overall Job 
Satisfaction, and 4) Physical Consequences. 
 
Impact on Emotional Exhaustion 
 Although human responses to stress prepare a person for action in case of danger, 
job stress in the form of work overload experienced every day may drain an individual’s 
energy allowing a state of emotional exhaustion to ensue (Houkes, Janseen, DeJonge & 
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Bakker, 2003).  Emotional exhaustion is a stress-related reaction caused by excessive 
emotional demands made of FSSP that, in turn, deplete the FSSP’s emotional energy 
(Saxton, Phillips, & Blakeney, 1991).  The emotional cost often manifests itself as a sense 
of futility, loss of self-esteem, acute anxiety, confusion and indecision, systems of 
hypertension, and psychosomatic disorders (Kahn et al., 1964). 
 Emotional exhaustion is shown to occur where job stress stems from interpersonal 
interaction, and not in monotonous jobs, but in jobs like those held by FSSP with high 
arousal.  As such, emotional exhaustion is often experienced by personnel in jobs such as 
sales force, social service, teachers, human services, health care, and criminal justice (e.g., 
Babakus et al., 1999; Savicki & Cooley, 1994; Jackson et al., 1986; Cordes, Dougherty, & 
Blum, 1997; Leiter, 1991; Maslach & Jackson 1979).  In other words, the greater the job 
stress the more likelihood of emotional exhaustion.  Based on previous empirical 
research, the following hypotheses are offered: 
H8a:  Emotion-focused coping effectiveness significantly mediates the 
positive relationship between job stress and emotional exhaustion 
such that it reduces the impact of job stress. 
 
H8b:  Emotion-focused coping frequency significantly mediates the 
positive relationship between job stress and emotional exhaustion 
such that it reduces the impact of job stress. 
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Impact on Attitude Toward the Job 
Attitude toward the job is loosely defined in most studies as a work-related 
attitude.  Saks and Cronshaw (1990) defined it as a “general feeling of favorableness and 
liking toward a job” (p. 21).  In contrast, Kidwell, Jr. and Bennett (2001) and Lee, 
Carswell, and Allen (2000) defined attitude toward the job as a combination of job 
satisfaction and job involvement; whereas, Aghazadeh (1999) operationalized attitude 
toward the job as a component of overall job satisfaction.  Because the literature does not 
offer a clear definition of attitude toward the job or definitions presented in previous 
research include other attitudinal constructs, attitude toward the job is defined based on a 
social psychological perspective that attitudes are learned.  Therefore, for the purpose of 
this study, attitude toward the job is viewed as a composite of learned predispositions 
toward reacting positively or negatively toward a particular job.  As defined, attitude 
toward the job is a negative or positive judgment based on knowledge gained through 
experience accumulated on the job.  
 Based on an understanding of attitudes, coping, and job stress, emotion-focused 
coping is proposed to reduce the negative influence of job stress on attitude toward the 
job. 
H9a:  Emotion-focused coping effectiveness significantly mediates the 
negative relationship between job stress and attitude toward the job 
such that it reduces the impact of job stress. 
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H9b:  Emotion-focused coping frequency significantly mediates the 
negative relationship between job stress and attitude toward the job 
such that it reduces the impact of job stress. 
 
Impact on Overall Organizational Commitment and Overall Job Satisfaction 
 Previous studies establish the presence of inverse relationships between job stress 
and both overall job satisfaction and overall organizational commitment.  In the sales 
force literature, several studies including Busch and Bush (1978), Bagozzi (1980), Teas 
(1983) and, more recently, Singh, Verbeke, and Rhoads (1996) verify the findings of 
Churchill Jr., Ford, and Walker (1976) that job stress negatively influences job 
satisfactions.  Moncrief, Babakus, Cravens, and Johnston’s (1997) study of 188 boundary 
spanning sales force personnel demonstrates the negative influence of overall job stress 
on overall organizational commitment (β -1.80, t = -2.59).  Another recent study in 
marketing also demonstrates an inverse relationship between sources of job stress (β -.15, 
t = -3.7) and organizational commitment (Singh, 1998).  Based on research findings in the 
coping literature, emotion-focused coping is expected to reduce the influence of job stress 
on these two outcome variables.  Hence, the following hypotheses are offered: 
 
H10a:  Emotion-focused coping effectiveness significantly mediates the 
negative relationship between job stress and overall job satisfaction 
such that it reduces the impact of job stress. 
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H10b:  Emotion-focused coping frequency significantly mediates the 
negative relationship between job stress and overall job satisfaction 
such that it reduces the impact of job stress. 
 
H11a: Emotion-focused coping effectiveness significantly mediates the 
negative relationship between job stress and overall organizational 
commitment such that it reduces the impact of job stress. 
 
H11b: Emotion-focused coping frequency significantly mediates the 
negative relationship between job stress and overall organizational 
commitment such that it reduces the impact of job stress. 
 
Impact on Physical Consequences  
 Work-related matters, including job stress, are linked to various dysfunctional 
physical consequences including high blood pressure, ulcers, etc. (Kimes, 1977).  For 
example, job stress is shown to result in negative physical consequences such as increased 
heart disease (Sales, 1969).  Sales experimented on 73 undergraduate students by drawing 
blood before and after the stress treatment was administered to examine changes in 
cholesterol levels with findings of an approximate five percent increase from the 
participants mean cholesterol level (p <.10) for participants experiencing job stress.  The 
Center for Women’s Healthcare (1998) also reports that long-term effects of job stress 
take aim at an individual’s physical well-being resulting in diseases such as 
gastrointestinal disease, diabetes, and even the common cold.  Due to the exploratory 
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nature of the proposed mediating relationship of emotion-focused coping on job stress and 
physical consequences, the following hypothesized relationships are offered: 
 
H12a:  Emotion-focused coping effectiveness significantly mediates the 
positive relationship between job stress and physical consequences 
such that it reduces the impact of job stress. 
 
H12b:  Emotion-focused coping frequency significantly mediates the 
positive relationship between job stress and physical consequences 
such that it reduces the impact of job stress. 
 
Interrelationships of Outcome Variables 
 Empirical and theoretical works addressing the interrelationships of the constructs 
examined in this study indicate that many of the proposed outcome variables are highly 
interrelated to one another.  Previous research of customer service representatives 
demonstrates a significant negative influence of emotional exhaustion on job satisfaction 
(p< .01) (Singh et al., 1994).  The Babakus et al. (1999) study of sales force attitudes and 
behaviors also demonstrates the significant negative influence of emotional exhaustion on 
both overall organizational commitment (t = -2.30) and overall job satisfaction (t = -4.04) 
significant at p <.05.  These findings indicate a significant influence of emotional 
exhaustion on both overall organizational commitment and overall job satisfaction. 
 However, there are cases where research findings conflict.  Bateman and Strasser 
(1984) in a longitudinal study of employees of a nursing department found organizational 
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commitment to be an antecedent of job satisfaction.  But, in a meta-analysis by Brown 
and Peterson (1993), overall job satisfaction is found to directly influence organizational 
commitment.  Differences in findings may be explained by differences in the 
operationalization of a construct (i.e., unidimensional or multidimensional), conceptual 
definitions, or whether the study is based on a sound theoretical base.  Because of the 
lack of consistency in findings of interrelatedness among outcome variables, these 
relationships are revisited in our study (see Figure 2.5 below). 
 
Figure 2.5: Outcome Variables Interrelationships on Job Performance 
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 It is expected that, as an attitudinal outcome variable, attitude toward the job 
should follow the direction of other attitudinal variables in the model such as overall job 
satisfaction and overall organizational commitment.  Burke and Deszca (1986) assessing 
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frequency of physical consequences and emotional exhaustion find that emotional 
exhaustion influences several physical consequences including headaches and chest pain.  
Based on a lack of empirical examination of relationships between both attitude toward 
the job and physical consequences with other outcome variables, Hypotheses 13 and 14 
are exploratory in nature. 
 
HO13:  Attitude toward the job (ATJ) is not significantly correlated with 
other outcome variables in the model. 
 
HO13a:  Attitude toward the job (ATJ) is not significantly correlated with 
overall organizational commitment (OOC). 
 
HO13b:  Attitude toward the job (ATJ) is not significantly correlated with 
overall job satisfaction (OJS). 
 
HO13c:  Attitude toward the job (ATJ) is not significantly correlated with 
physical consequences (PC). 
 
HO13d:  Attitude toward the job (ATJ) is not significantly correlated with 
emotional exhaustion (EE). 
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HO14:  Physical consequences (PC) are not significantly correlated with 
outcome variables of overall organizational commitment (OOC), 
overall job satisfaction (OJS), or emotional exhaustion (EE). 
 
HO14a:  Physical consequences (PC) are not significantly correlated with 
overall organizational commitment (OOC). 
 
HO14b:  Physical consequences (PC) are not significantly correlated with 
overall job satisfaction (OJS). 
 
HO14c:  Physical consequences (PC) are not significantly correlated with 
emotional exhaustion (EE). 
 
H15:  Overall organizational commitment (OOC), overall job 
satisfaction (OJS), and emotional exhaustion (EE) are 
significantly correlated with each other. 
 
H15a:  Overall organizational commitment (OOC) is significantly 
correlated to overall job satisfaction (OJS). 
 
H15b:  Overall organizational commitment (OOC) is significantly 
correlated to emotional exhaustion (EE). 
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H15c:  Overall job satisfaction (OJS) is significantly correlated to 
emotional exhaustion (EE). 
 
Relationships between attitudinal variables (i.e., attitude toward the job, job 
satisfaction, and organizational commitment) and job performance are presented in the 
following section (see Figure 2.6 below). 
 
Impact of Job-Related Outcome Variables on Job Performance 
Figure 2.6: Impact of Job Related Outcome Variables on Job Performance 
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Impact of Attitude Toward the Job 
Attitude toward the job is yet untested in its relationship to job performance.  
Based on past research of other attitude variables such overall organizational 
commitment, attitude toward the job is anticipated to positively influence job 
performance.  In other words, FSSP holding a positive attitude toward the job perform 
better on the job.   
 
H16:  Attitude toward the job has a significant positive influence on FSSPs’ 
job performance. 
 
Impact of Overall Job Satisfaction 
 There has been a plethora of research on the relationship between job satisfaction 
and job performance, but with contradictory findings.  Bagozzi (1980), Behrman and 
Perreault, Jr. (1984), and Hampton, Dubinksy, and Skinner (1986) empirically show that 
job performance had a positive influence on job satisfaction, debunking the theory that 
satisfied workers are more productive. 
 In contrast, Fisher (2003) proposes that the way job satisfaction and job 
performance are conceptualized and operationalized may contribute to findings that are 
contrary to the “common-sense theory” that job satisfaction leads to job performance (p. 
754).  Fisher examines the relationship of job satisfaction and job performance using 
alternative conceptualizations with significant findings of a positive relationship between 
job satisfaction and job performance.  A meta-analysis by Judge, Thoresen, Bono, and 
Patton (2001) presents findings that correlations between satisfaction-performance are 
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stronger positively in high-complexity jobs.  Frontline social service jobs are considered 
complex based on the diversity and extent of knowledge and skills needed to deal with 
multiple contingencies.  In the current study, FSSP are asked to express their perception 
of job satisfaction and job performance rather than relying on the external judgments of 
supervisors or human resource reports.  As a result, it is expected that job satisfaction will 
positively influence job performance.  
 
H17: Overall job satisfaction has a significant positive influence on job 
performance. 
 
Impact of Overall Organizational Commitment 
 Previous research is unclear as to the relationship between organizational 
commitment and job performance.  However, Brown and Peterson’s (1993) meta-analysis 
demonstrates that job performance positively influences organizational commitment.  
Other studies demonstrate small, but significant positive relationships between 
organizational commitment and job performance.  For example, one sales force study by 
Bashaw and Grant (1994) demonstrates that organizational commitment is significantly 
related positively to job performance (p < .041).  In a recent study by Bettencourt and 
Brown (2003), researchers found customer-oriented frontline service personnel service 
delivery behaviors to be negatively affected by job stress through organizational 
commitment.  The studies presented above cast a shadow of doubt on the true 
directionality of the relationship.  However, based on the notion that a person with a high 
level of organizational commitment may be motivated to high levels of performance in 
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order to help the organization achieve its objectives, the following relationship is 
hypothesized. 
 
H18: Overall organizational commitment has a significant positive 
influence on job performance. 
 
Impact of Emotional Exhaustion 
 Cordes and Dougherty (1993) state that individuals in boundary spanning 
positions, such as FSSP, tend to experience higher levels of emotional exhaustion than 
many other positions.  Some researchers argue that emotional exhaustion is a strong 
predictor of job performance only through organizational commitment and job 
satisfaction (Lee & Ashforth, 1993).  However, others such as Wright and Cropanzano 
(1998) find that emotional exhaustion significantly negatively influences job performance 
(p < .05).  The Cropanzano, Rupp, and Byrne (2003) study of both public and private 
sector organizations including human services, manufacturing, and fitness organizations 
found that emotional exhaustion significantly negatively influences job performance (p < 
.01).  In keeping with findings of past empirical studies, the following relationship 
between emotional exhaustion and job performance is offered:  
 
H19: Emotional exhaustion has a significant negative influence on job 
performance. 
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Impact of Physical Consequences 
 In her research of wellness in the workplace, Madsen (2003) proposes that 
improving the physical wellness of an individual influences his or her job performance.  
In other words, the better a FSSP’s health, the more likely job performance will improve.  
Physical consequences are proposed to influence job performance based on the 
hypothesis that poor health of any kind may cause bad working conditions (DeJonge, 
Dormann, Janssen, Dollard, Landeweerd, & Nijhuis, 2001). 
 
H20: Physical consequences have a significant negative influence on job 
performance. 
 
Predicting Behavioral Intentions 
 Research shows that intention to leave a job plays a central role in turnover 
models (Johnston & Futrell, 1989; Lee & Mowday, 1987; Sager, Futrell, & Varadarajan 
1989; Sager & Menon, 1994).  Intention to leave is generally viewed as the employee’s 
intent to end his or her current employment.  Studies show that stressful working 
conditions are actually associated with intentions by workers to quit sales force jobs 
(Moncrief et al., 1997).  Findings that job stress indirectly influences intention to leave 
also holds for customer service positions (Singh et al., 1994). 
 The possibility exists that FSSP who are invested in an organization, but find that 
job stress negatively influences their job performance, will have a propensity to switch 
positions within the organization rather than leave the organization.  It is proposed that 
switching positions within a firm may also be a precursor to intention to leave an 
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organization.  Individuals performing poorly on the job who attribute their reduced 
performance to job stress may switch positions temporarily while waiting for another 
position to open up in a different organization.  Although no specific empirical research 
is found on intention to switch positions within an organization, it stands to reason, based 
on knowledge of intention to leave, that there should be a negative relationship between 
job performance and intention to switch positions.   
 
H21:  Job performance has a significant negative influence on intention to 
switch positions within the organization. 
 
H22: Intention to switch positions within an organization and intention to 
leave an organization are correlated. 
 
H23: Job performance has a significant negative influence on intention to 
leave the organization. 
 
Table 2.1 below recaps the testable hypotheses for this study.  The table also 
visually presents the proposed direction for each hypothesized relationship. 
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Table 2.1 Summary of Model Hypotheses 
 
Testable Hypotheses Relationships 
H1: Role ambiguity (RA) has a significant positive impact in creating FSSP 
job stress (JS). 
RA ? JS 
+ 
H2:  Role conflict (RC) has a significant positive impact in creating FSSP job 
stress (JS). 
RC ? JS 
+ 
H3: Role overload has a significant positive impact in creating FSSP job 
stress (JS). 
RO ? JS 
+ 
H4: Job autonomy (JA) mediates the relationship between perceived customer 
demands (PCD) and job stress (JS) such that job autonomy (JA) reduces 
the impact of job stress. 
PCD ?JA ? JS 
- 
H5: Emotional intelligence (EI) significantly mediates the relationship 
between emotional labor (EL) and job stress (JS) such that it reduces the 
impact of emotional labor (EL) on job stress (JS). 
EL ? EI ? JS 
- 
H6: The stronger the presence of job autonomy (JA), the less likely FSSP will 
engage in emotion-focused coping (EFC). 
JA? EFC 
- 
H7a: There is a significant relationship between emotional intelligence (EI) 
and emotion-focused coping effectiveness (EFCE).   
EI? EFCE 
- 
H7b: There is a significant relationship between emotional intelligence (EI) 
and emotion-focused coping frequency (EFCF).   
EI? EFCF 
- 
H8a: Emotion-focused coping effectiveness (EFCE) significantly mediates the 
positive relationship between job stress (JS) and emotional exhaustion 
(EE) such that it reduces the impact of job stress (JS). 
JS ? EFCE ? 
EE 
- 
H8b: Emotion-focused coping frequency (EFCF) significantly mediates the 
positive relationship between job stress (JS) and emotional exhaustion 
(EE) such that it reduces the impact of job stress (JS). 
JS ? EFCF ? 
EE 
- 
H9a: Emotion-focused coping effectiveness (EFCE) significantly mediates the 
negative relationship between job stress (JS) and attitude toward the job 
(ATJ) such that it reduces the impact of job stress (JS). 
JS? EFCE ? 
ATJ 
+ 
H9b: Emotion-focused coping frequency (EFCF) significantly mediates the 
negative relationship between job stress (JS) and attitude toward the job 
(ATJ) such that it reduces the impact of job stress (JS). 
JS? EFCF ? 
ATJ 
+ 
H10a: Emotion-focused coping effectiveness (EFCE) significantly mediates the 
negative relationship between job stress (JS) and overall job satisfaction 
(OJS) such that it reduces the impact of job stress (JS). 
 
JS ? EFCE ? 
OJS 
+ 
H10b: Emotion-focused coping frequency (EFCF) significantly mediates the 
negative relationship between job stress (JS) and overall job satisfaction 
(OJS) such that it reduces the impact of job stress (JS). 
JS ? EFCF ? 
OJS 
+ 
H11a: Emotion-focused coping effectiveness (EFCE) significantly mediates the 
negative relationship between job stress (JS) and overall organizational 
commitment (OOC) such that it reduces the impact of job stress (JS). 
JS ? EFCE ? 
OOC 
+ 
H11b: Emotion-focused coping frequency (EFCF) significantly mediates the 
negative relationship between job stress (JS) and overall organizational 
commitment (OOC) such that it reduces the impact of job stress (JS). 
JS ? EFCF ? 
OOC 
+ 
H12a: Emotion-focused coping effectiveness (EFCE) significantly mediates the 
positive relationship between job stress (JS) and physical consequences 
(PC) such that it reduces the impact of job stress (JS). 
JS ? EFCE ? 
PC 
- 
 
H12b: Emotion-focused coping frequency (EFCF) significantly mediates the 
positive relationship between job stress (JS) and physical consequences 
JS ? EFCF ? 
PC - 
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(PC) such that it reduces the impact of job stress (JS). 
HO13: Attitude toward the job (ATJ) is not significantly correlated with other 
outcome variables in the model.  
HO13a: Attitude toward the job (ATJ) is not significantly correlated with overall 
organizational commitment (OOC). ATJ ?? OOC 
HO13b: Attitude toward the job (ATJ) is not significantly correlated with overall 
job satisfaction (OJS). ATJ ?? OJS 
HO13c: Attitude toward the job (ATJ) is not significantly correlated with physical 
consequences (PC). ATJ ?? PC 
HO13d: Attitude toward the job (ATJ) is not significantly correlated with 
emotional exhaustion (EE). ATJ ?? EE 
HO14: Physical consequences are not significantly correlated with outcome 
variable (OV) of overall organizational commitment (OOC), overall job 
satisfaction (OJS), or emotional exhaustion (EE). 
  
HO14a: Physical consequences (PC) are not significantly correlated with overall 
organizational commitment (OOC). PC ? ? OOC 
HO14b: Physical consequences (PC) are not significantly correlated with overall 
job satisfaction (OJS). PC ? ? OJS 
HO14c: Physical consequences (PC) are not significantly correlated with 
emotional exhaustion (EE). PC ? ? EE 
H15: Overall organizational commitment (OOC), overall job satisfaction 
(OJS), and emotional exhaustion (EE) are significantly correlated with 
each other. 
 
H15a: Overall organizational commitment (OOC) is significantly correlated 
with overall job satisfaction (OJS). OOC ? ? OJS 
H15b: Overall organizational commitment (OOC) is significantly correlated 
with emotional exhaustion (EE). OOC ? ? EE 
H15c: 
Overall job satisfaction (OJS) is significantly correlated with emotional 
exhaustion (EE). OJS ? ? EE 
H16: Attitude toward the job (ATJ) has a significant positive influence on 
FSSPs’ job performance (JP). 
ATJ ? JP 
+ 
H17: Overall job satisfaction (OJS) has a significant positive influence on job 
performance (JP). 
OJS ? JP 
+ 
H18: Overall organizational commitment (OOC) has a significant positive 
influence on job performance (JP). 
OOC ? JP 
+ 
H19: Emotional exhaustion (EE) has a significant negative influence on job 
performance (JP). 
EE ? JP 
- 
H20: Physical consequences (PC) have a significant negative influence on job 
performance (JP). 
PC ? JP 
- 
H21: Job performance (JP) has a significant negative influence on intention to 
switch positions within the organization (ITS). 
JP ? ITS 
- 
H22: Intention to switch positions (ITS) within an organization and intention to 
leave an organization (ITL) are correlated. 
ITS ? ITL 
+ 
H23: Job performance (JP) has a significant negative influence on intention to 
leave the organization (ITL). 
JP ? ITL 
- 
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Chapter Summary 
 Chapter Two consists of a comprehensive literature review of relevant constructs 
and theories.  The preceding literature review connects previous research with 
hypothesized relationships found in the current investigation and highlights neglected 
areas of research.  The work presented in this chapter lays the foundation for the 
remainder of the study by adding depth to our understanding of relationships presented in 
this study.  
 The literature review above is a means of moving the reader to a clearer 
understanding of relationships within the overall model.  This is accomplished through 
the examination of sources of job stress that have been neglected in the marketing 
literature (i.e., perceived customer demands and emotional labor) as well as typically 
examined sources of job stress (i.e., role ambiguity, role conflict, role overload), 
neglected mediating relationships (job autonomy, emotional intelligence, emotion-
focused coping), various means of managing emotionally-based behavior (i.e., emotional 
intelligence and emotional labor), coping strategies (i.e., emotion focused coping), 
various neglected outcome variables (i.e., physical consequences, attitude toward the 
job), new outcome variables (i.e., intention to switch positions within the organization), 
and typically examined outcomes (i.e., overall organizational commitment, overall job 
satisfaction, emotional exhaustion and intention to leave the organization).   
 The next chapter focuses on the methodology used to test a holistic model that 
investigates antecedents and consequences of job stress for FSSP.  The chapter begins 
with a description of the research setting and sample characteristics.  Next, an 
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explanation of the measures used and data collection procedures are presented.  The 
chapter concludes with a description of the analytical techniques. 
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CHAPTER 3  
Methodology 
This chapter describes the methodology used to test relationships involved in the 
social service encounter delivery stress model presented in previous chapters for frontline 
social service personnel.  First, the research setting and sample characteristics are 
presented.  Second, a detailed explanation of the measures used and data collection 
procedures is presented.  Finally, the justification of the chosen analytical technique is 
presented. 
Research Setting  
The target population consists of frontline service personnel employed by social 
service organizations serving clients in the State of Florida.  Social service organizations 
such as the Suncoast Center for Community Mental Health and the Family Service 
Centers, Inc. were used in the scale development phase of the study.  Members of the 
National Association of Social Workers of Florida and a sample of FSSP from a social 
service organization in the Tampa Bay area were used to test the hypotheses.  Sampled 
FSSP serve customers face-to-face on a daily basis in emotionally charged work 
environments where the emotions he or she are expected to display are dictated by 
organizational norms (written or implied).  Frontline social service personnel are from 
social service organizations varying in size and offerings which are anticipated to 
produce a representative sample of the target population. 
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Procedures for Securing Participation 
The current study employs corporate buy-in as the method of securing subject 
participation.  A letter of introduction including a brief overview of the study was 
presented to decision makers of social service organizations identified through the 
College of Public and Allied Health, University of South Florida, Tampa.  The letter was 
the first step in requesting permission to survey FSSP of these social service 
organizations.  To enhance the organizations buy-in participation, a follow-up telephone 
call to the key decision maker of each organization occurred within one week after the 
delivery of the letter of introduction.  Discussions focused on the need for the study, the 
benefits to the organizations, and soliciting assistance in obtaining potential participants’ 
names and contact information.  In a further attempt to encourage organizational 
participation, the letter of introduction informed decision makers of participating 
organizations that they will be given an executive report of the research findings 
including a summary of the pertinent statistical analysis and managerial implications.  
The report includes an outline stating the benefits and drawbacks of various means of 
self-management of emotionally-based behavior. 
 
Sampling Requirements for Pilot Study 
The current study consists of actually two studies.  A pilot study was conducted 
that focused on collecting data for assessing construct validity and reliability issues.  The 
participant sample for the pilot study was randomly drawn from the list of FSSP provided 
by the participating organizations.  A survey instrument, letter of introduction, 
participation instructions, and a self-addressed stamped envelope were sent to each 
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selected participant.  To encourage participation, the survey packet also included a prize 
entry ticket. 
 
Sampling Requirements for Final Study 
Based on the construct development and refinement results from the pilot study, 
the final survey instrument was developed.  The final survey instrument was delivered to 
2,500 FSSP from the participating organizations.  Based on the rule of thumb of 10 
observations per measured construct, 270 usable surveys were acceptable (27 measured 
constructs x 10 observations).  Three hundred usable surveys obtaining sufficient power 
of >.80 for summated scales was not an issue (MacCallum, Browne, & Sugawara, 1996). 
Each survey packet included a cover letter on University of South Florida 
Department of Marketing letterhead explaining to the respondent the importance of the 
research, the benefits of being part of this study, instructions on how to complete and 
return the survey, a return stamped self-addressed envelope, and a prize ticket for the 
drawing of one of several gift certificates.  All participants were asked to return the 
original survey and prize ticket by the return date designated in the letter. 
 
Non-Response Bias 
Non-response bias is associated with the failure to obtain a 100% response rate 
from the sample and to differences in key attitudes, behaviors, as well as psychographics 
and demographic characteristics between respondents and non-respondents (Mangione, 
1995).  Efforts to improve the response rate include: 1) offering a monetary incentive 
(e.g., chance at a drawing), 2) generating a positive response toward the research itself, 3) 
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decision maker of the organization publicizing the study prior to requesting participation, 
and 4) a postcard or email to non-respondents. 
Participants received a postcard two weeks after the initial mailing thanking those 
who had responded and politely reminding those who had not responded to do so.  Based 
on the low probability of obtaining a 100% response rate, a shorter version of the survey 
instrument, including constructs that are critical to the study, was sent to a second small 
group of non-respondents (Mangione, 1995).  Responses from previous non-respondents 
were compared to responses of known respondents using one-way analysis of variance 
(ANOVA) and t-tests to determine if differences in responses for critical variables 
between the two groups (respondents verse non-respondents) were statistically significant 
(Lambert & Harrington, 1990). 
Four weeks after the pre-selected return deadline date, a drawing takes place for 
the awarding of the gift certificates.  One winning ticket is drawn for every 200 usable 
surveys returned to the researcher.  The participants with the winning tickets were called 
or emailed to request delivery instructions of his or her gift certificate.  Student 
volunteers not associated with the research project were solicited from a Junior/Senior 
level class in the College of Business at the University of South Florida, Tampa, to 
extract the winning tickets. 
 
Construct Development 
 Since all of the key constructs in the main study were borrowed from the social 
psychology and marketing disciplines and applied to an untested unique social service 
provider environment, it was necessary to assess how well the existing structures fit the 
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new environmental setting.  To this end, a pilot study was conducted using a direct 
cognitive response approach (Ortinau & Brensinger, 1992).  In this approach, the items 
relating to each construct, based on the input from service provider experts and relevant 
literature, were given to 361 FSSP randomly drawn from lists of FSSP provided by the 
participating organizations.  Using a unique set of seven-point scale descriptors with the 
endpoints described as “1 = Not At All a Factor” to “7 = Definitely a Factor,” participants 
were asked to express to what extent each item indicator is related to the described 
construct (see Appendix A).  On this study’s instrument, each construct and its assumed 
indicators are displayed together to ensure that the participants are well-focused on one 
construct at a time.  For each construct, participants were given the opportunity to 
provide additional item indicators that they felt were relevant to the construct’s structure.  
The sole purpose of the pilot study direct cognitive approach was to determine which line 
item indicators provided the most appropriate representation for each latent construct 
from the respondents’ perspective.  The value of the pilot study results lie in determining 
which manifest indicators to use in the actual scale measurement phase of the study. 
 To evaluate and refine each construct’s structure and address validity and 
reliability issues, the study data was submitted to an exploratory factor analysis 
procedure.  In addition, the item indicators were evaluated for item difficulty, 
discriminatory power, as well as internal consistencies. 
 
Scale Measurement Development 
Based on the construct structure integrity found from doing direct cognitive 
structural analysis in the pilot study, the task at hand is one of applying solid sets of scale 
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point descriptors to the resulting construct indicators.  In this section, the scale 
measurements to be used in the main study are presented.  It should be noted that the 
specific item indicators displayed for each construct might end up being slightly different 
for the final measurement due to the results of the pilot study.  For this dissertation, the 
item indicators presented are those that have been identified by other researchers in past 
research endeavors.  In contrast, the actual scale point descriptors presented here are 
either new or modified from those measurement descriptors used by the original 
researchers of the constructs.  All of the scales in the main study are designed as 
subjective self-reporting scales completed by the FSSP participants included in the study.  
The use of self-report scales is theoretically sound because many of the consequences of 
job stress are psychological in nature and involve attitudes and emotions known only by 
the person surveyed (Spector & Jex, 1998). 
This section presents an overview of the scales used in this study.  Ten new scales 
(i.e., attitude toward the job, emotional intelligence, emotional labor, emotion-focused 
coping, intention to switch positions within the organization, intention to leave the 
organization, overall job satisfaction, perceived customer demands, physical 
consequences, and role overload) consisting of 13 dimension are presented first.  Six 
modified scales (i.e., role ambiguity, role conflict, job autonomy, social service encounter 
(job stress), emotional exhaustion, and job performance) consisting of 13 dimensions are 
presented in the order that they are found in the model.  The scale measurement for 
organizational commitment is presented last and is taken from the existing literature. 
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New Scale Development 
The following line items for each scale are those which initially went into the 
pilot study; however, line items might be different from the final survey line items.  
Therefore, the line items that appear below may change during the actual scale 
purification process. 
 
Attitude-Toward-the-Job 
 
 Attitude-toward-the-job is operationalized as a unidimensional composite 
construct.  Attitude-toward-the-job is conceptualized as a composite of learned 
predispositions toward reacting positively or negatively toward a particular job.  An 
eight-item semantic differential scale for the purpose of measuring attitude-toward-the-
job is developed based on the work of Nelson and Bowen (2000).  It is expected that 
higher scores are representative of a more favorable attitude toward the job.  In the 
following scale, ® represents items that must be reversed for data analysis. 
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Attitude Toward the Job Scale 
In this section, there are a number of incomplete opinion statements that I would like you to complete by 
circling any number from “1” to “7” that best indicates your opinion or feeling.  Please notice that each listed 
statement has it own unique set of descriptors for completing that statement.  Please circle only ONE answer 
for each statement. 
1. Maintaining a positive attitude toward 
customers is ® 
Very Easy 1 2 3 4 5 6 7 Very Difficult 
2. Being enthusiastic about my job is . . . ® Very Easy 1 2 3 4 5 6 7 Very Difficult 
3. My job tends to be . . . Very Unpleasant 1 2 3 4 5 6 7 
Very 
Pleasant 
4. My job is usually . . .(R) Very Interesting 1 2 3 4 5 6 7 
Extremely 
Boring 
5. Feedback from my superiors is . . . ® 
Definitely 
What I 
Expected
1 2 3 4 5 6 7 
Definitely 
Not What 
I Expected
6. Overall, communications with my boss are . . . 
Definitely 
Less Than 
What I 
Expected
1 2 3 4 5 6 7 
Definitely 
More 
Than 
What I 
Expected 
7. Overall working conditions are . . .(R) Very Healthy 1 2 3 4 5 6 7 Very Unhealthy
8. Overall I see my job as  
Very 
Emotionally 
Draining
1 2 3 4 5 6 7 
Very 
Emotional
ly 
Uplifting
 
Emotional Intelligence  
Upon examination of several published emotional intelligence (EI) measures and 
based on our conceptualization of the construct, it was determined that EI could be 
operationalized as a multi-dimensional construct consisting of two dimensions 
(recognition of emotions and regulation of emotions).  Recognition of emotions is 
defined as perceiving and identifying emotions (i.e., the ability to recognize how you and 
those around you are feeling).  Regulation of emotions is defined as managing emotions 
or the ability which allows you to manage emotions in yourself and in others (Mayer, 
Salovey, & Caruso. 2000). 
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 In the current study, EI was examined as an ability-based construct.  However, 
most of the available EI ability-based scales such as the Multifactor Emotional 
Intelligence Scale (MEIS) and the Mayer, Salovey, and Caruso Emotional Intelligence 
Test (MSCEIT) (2000) were lengthy and require a licensed psychologist to supervise 
their use and analysis.  Scales developed by Akers and Porter (2003), although 
operationalized as ability-based, have no reported reliability or validity.  Based on the 
constraints presented above, a subjective self-report scale was developed to measure an 
ability-based emotional intelligence based on the works of several researchers including 
Mayer and Salovey (1993) and Mayer, Salovey, and Caruso (2000).  The EI scale 
consists of 19 semantic differential scale items.  It was expected that higher scores 
represent a higher level of emotional intelligence.  In the following scale, ® represents 
items that must be reversed for data analysis. 
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Emotional Intelligence – Perception Scale 
In this section, there are a number of incomplete opinion statements that I would like you to complete by 
circling any number from “1” to “7” that best indicates your opinion or feeling.  Please notice that each 
listed statement has its own unique set of descriptors for completing that statement.    
Please circle only ONE answer for each statement. 
1. 
Recognizing emotions that I 
experience in a particular situation is . . 
.   ® 
Extremely 
Easy 1 2 3 4 5 6 7 
Extremely 
Difficult 
2. My ability to figure out the reasons behind my different emotions is . . . 
Extremely 
Low 1 2 3 4 5 6 7 
Extremely 
High 
3. Differentiating between emotions I 
experience is . . .  
Extremely
Difficult 1 2 3 4 5 6 7 Extremely Easy
4. I think about the emotions behind my 
actions . . .  
Definitely 
After the 
Action
1 2 3 4 5 6 7 
Definitely 
Before the 
Action 
5. When it comes to how my feelings are 
affecting me, I am . . . ® 
Totally 
Aware 1 2 3 4 5 6 7 
Completely 
Oblivious 
6. 
When it comes to other peoples’ 
feelings at work, acknowledging their 
feelings is . . . 
Very 
Difficult to 
Do
1 2 3 4 5 6 7 Very Easy to Do  
7. Examining the feelings, thoughts, and actions of others is . . .(R) 
Very Easy 
to Do 1 2 3 4 5 6 7 
Very Difficult 
to Do  
8. One’s ability to understand why other people feel the way they do is . . .  ® 
Extremely 
Useful 1 2 3 4 5 6 7 
Completely 
Useless  
9. 
Observing how others react to me 
helps me better understand my own 
behavior . . . 
Definitely 
Disagree 1 2 3 4 5 6 7 
Definitely 
Agree 
Emotional Intelligence – Management Scale 
1. When I get frustrated or angry, 
considering my options is . . . ® 
Extremely 
Easy 1 2 3 4 5 6 7 
Extremely 
Difficult 
2. Generally when I feel angry, I am . . . 
Completely 
Out-of-
Control
1 2 3 4 5 6 7 Completely Under Control 
3. On most things I try, I expect to . . . Completely Fail 1 2 3 4 5 6 7 
Totally 
Succeed 
4. 
When taking on challenges where 
there is a strong chance that I may 
fail, I feel . . . ® 
Totally 
Energized 1 2 3 4 5 6 7 
Completely 
Defeated 
5. My ability to control my emotions is . . . 
Very 
Ineffective 1 2 3 4 5 6 7 Very Effective 
6. I seek out activities that make me . . . ® 
Very 
Cheerful 1 2 3 4 5 6 7 Very Sad 
7. For me, arranging events others enjoy is 
A Complete 
Bother 1 2 3 4 5 6 7 Absolute Joy  
8. Helping other people feel better when they are down is ® 
Of the Utmost 
Importance 1 2 3 4 5 6 7 
A Complete 
Waste of Time 
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9. My handling of conflict is . . . ® Very Strong 1 2 3 4 5 6 7 Very Weak 
10. When it comes to getting involved in other people’s problems, I am 
Very 
Reluctant 1 2 3 4 5 6 7 
Always 
Eager 
 
Emotional Labor 
 Emotional labor has previously been examined through two different foci (i.e., job 
and emotion).  Job focus examines the frequency of interaction with customers and/or job 
expectations to express certain emotions (e.g., Wharton and Erickson, 1993).  An 
emotion focus examines the amount of effort required to perform organizationally 
imposed emotionally-based behaviors (Brotheridge and Lee, 2003; Hochschild, 1983). 
 In the current study, emotional labor was operationalized as a multidimensional 
construct and measured as the perceived effort involved in acting out emotionally-based 
behavior display rules (Steinberg, 1999) and the perception of FSSP as to the frequency 
with which he or she believes that displays of emotionally-based behaviors are necessary.  
It is expected that the more often FSSP display emotionally-based behavior, the greater 
the degree of emotional labor present.  Therefore, the frequency dimension was measured 
with six scale items asking FSSP how often he or she must display an imposed 
emotionally-based behavior based on the Brotheridge and Lee (2003) study. 
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Display of Emotional Labor Scale 
For each of the following behavior statements, please check the box that best describes the extent to 
which you are required or expected to perform the behavior during a social service encounter.  
Please mark only ONE response for each statement. 
During any service encounter . . . . . 
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1. . . . I am required to hold back expressing my true feelings 1 2 3 4 5 6 7 
2. . . . I am required to pretend to have emotions that I don’t really have. 1 2 3 4 5 6 7 
3. . . . I am required to hide my true feelings about a situation. 1 2 3 4 5 6 7 
4. 
. . .  I am expected to make an effort to actually feel 
the emotions that management believes I should 
feel. 
1 2 3 4 5 6 7 
5. . . .  I am expected to try to actually experience the emotions that I must show on the job. 1 2 3 4 5 6 7 
6. . . .  I am expected to really try to feel the emotions I have to show as part of my job. 1 2 3 4 5 6 7 
 
 Emotional effort is consistent with emotional labor theory that draws heavily on 
Goffman’s (1959, 1969) dramaturgical perspective. Goffman (1959, 1969) argues that 
labor is viewed as an actor performing on stage for a frequently discriminating audience.  
Various degrees of acting require various amounts of effort.  For example, FSSP surface 
acting carefully regulates the situation or appraisal that precedes the emotion and present 
verbal and non-verbal cues such as facial expression, gestures, and voice tone 
(Hochschild, 1983).  Deep acting is an attempt to actually experience or feel the imposed 
emotionally-based behavior.  The individual may conform to an imposed emotionally-
based behavioral-display rule by simulating the emotion that is not actually felt with less 
effort than a FSSP involved in deep acting (Hochschild, 1983).  The current measure of 
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emotional effort is based on the Kruml and Geddes (2000) scale development study.  The 
measure is a five item composite scale of surface and deep acting.  Higher scores are 
expected to show a greater level of emotional labor.  
 
Emotional Labor – Effort Scale 
For each statement below, circle the number that best approximates the amount of effort it takes you to 
perform the behavior described in that statement. 
 
You may choose any number between “1” and “7”.  The higher the number, the more the effort required.  
For example, circling a “1” would mean the stated behavior would take “no effort” on your part and a “7” 
would mean it would take you an “extreme amount of effort” to do the behavior.    
Please circle only ONE answer for each statement. 
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1. Fake the emotions I show customers. 1 2 3 4 5 6 7 
2. Talk myself out of feeling what I really feel when helping customers. 1 2 3 4 5 6 
 
7 
3. Summon up feelings I need to show to customers. 1 2 3 4 5 6 
 
7 
4. Change my actual feelings to match those that I must express to customers. 1 2 3 4 5 6 7 
5. Attempt to create certain emotions in myself that present the image my organization desires. 1 2 3 4 5 6 7 
 
Emotion-Focused Coping 
Sources of job stress may not be as critical as are their magnitude vis-à-vis an 
individual’s coping ability (Jackson et al., 1986).  Widespread acceptance of transactional 
theory of coping (Lazarus, 1966; Lazarus & Folkman, 1984) views coping as a dynamic 
process.  Unlike trait measures, measure of transactional coping allows for situation-
specific effects during stages of a stressful event.  The emotion-focus coping subscale of 
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the Occupational Stress Indication (OSI) Version 2 is a subjective self-report scale 
developed to measure transactional coping that is used across a wide range of 
occupations and for which its theoretical development is fully reported (Cooper, 
Mallinger, & Kahn, 1988; Robertson & Cooper, 1990).  The assumption of equal 
applicability of scale items across situations made the comparison of scale scores 
reasonable.  Dewe and O’Driscoll (2002) examined this subscale consisting of four items 
and reported a .65 coefficient alpha.  Therefore, a new eight-item multidimensional 
emotion-focused coping scale was developed for this study (i.e., 4-item extent of use and 
4-item effectiveness).  This scale asked FSSP to indicate the extent to which he or she 
actually used the strategy and their belief as to the effectiveness of each strategy in 
reducing job stress.  Scores on the Extent of Use subscale reflect a behavioral assessment, 
not an attitudinal level, and are indicative of thoughts or actions used to deal with a 
problem (Stone, Greenberg, Kennedy-Moore, & Newman, 1991).  High scores were 
expected to reflect higher levels of emotion-focused coping.  The effectiveness subscale 
was also developed based on the OSI emotion-focused coping subscale and asked FSSP 
if he or she perceived that the strategies were effective in coping with job stress.  Higher 
scores on the Effectiveness subscale were expected to reflect the strength of the FSSP’s 
belief in the effectiveness of these strategies in reducing job stress. 
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Use of Emotion-Focused Coping  
For each of the following activities, please check the box that best describes how often, during a normal 
workweek, do you engage in that activity to help you cope with job stress.  
Please check only ONE response for each activity. 
 
N
ev
er
  
R
ar
el
y 
 
O
cc
as
io
na
lly
  
R
eg
ul
ar
ly
  
A
 G
re
at
 D
ea
l 
of
 th
e 
T
im
e 
A
lm
os
t A
lw
ay
s  
A
ll 
T
he
 T
im
e 
1. Turn to hobbies/pastimes. 1 2 3 4 5 6 7 
2. Talk to understanding friends. 1 2 3 4 5 6 7 
3. Expand interests/activities outside of work. 1 2 3 4 5 6 7 
4. Seek social support. 1 2 3 4 5 6 7 
 
 
Emotion-Focused Coping – Effectiveness Scale 
For each activity listed below, circle the number that best reflects to what extent you believe that activity 
or method either helps or hinders your ability to cope with job stress.  
Please circle only ONE answer for each activity. 
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1. Resort to hobbies/pastimes. 1 2 3 4 5 6 7 
2. Talk to understanding friends. 1 2 3 4 5 6 7 
3. Expand interests/activities outside of work. 1 2 3 4 5 6 7 
4. Seek social support. 1 2 3 4 5 6 7 
 
Intention to Switch Positions Within the Organization  
 No usable scales were found to measure intention to switch positions within an 
organization.  Intention to switch positions within an organization was conceptualized 
and measured as a subjective judgment of the FSSP’s likelihood to switch positions 
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within the firm within a designated timeframe.  The intention to switch scale was 
developed specifically for this study based on relevant research on intentions such as 
intention to leave (e.g., Sager & Menon, 1994).  Scale items are carefully developed to 
avoid redundancy and drifting away from the original conceptual definition of intentions 
(Drolet & Morrison, 2001).  Intention to switch positions within the organization is a 
subjective measure as to the likelihood that FSSP will switch positions within the 
organization in a 12 month period.  It is expected that higher scores represent greater 
intention to switch positions within the organization.  In the following scale, ® represents 
items that must be reversed for data analysis. 
 
Intention to Switch Positions Within the Organization Scale 
For each of the following behavioral scenarios, please circle the number that best reflects how likely 
or unlikely you would do that described behavior in the next 12 months.  
Please circle only ONE answer for each behavioral scenario. 
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1. I will actively look for another position within this organization. 1 2 3 4 5 6 7 
2. I plan to switch positions within this organization. 1 2 3 4 5 6 7 
3. I plan to keep my current position within the organization. ® 1 2 3 4 5 6 7 
 
Intention to Leave  
 As discussed in previous chapters, research has shown that intention to leave a job 
plays a central role in turnover models (Johnston & Futrell, 1989; Lee & Mowday, 1987; 
Sager et al., 1989; Sager & Menon, 1994).  The conceptualization that intention to leave 
is generally viewed as the employee’s intent to end his or her current employment is 
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congruent with the Donnelly, Jr. and Ivancevich’s (1975) and the Singh, Verbeke, and 
Rhoads’ (1996) conceptualization of intention to leave.  The FSSP’s likelihood to leave 
the organization was obtained by simply asking the FSSP to make a subjective judgment 
on their likelihood of leaving the organization within a designated timeframe (12 
months).  Three scale items were developed specifically for this study based on the 
research of Singh, Verbeke, and Rhoads (1996).  It was expected that higher scores 
represent a greater intention to leave the organizations.  In the following scale, ® 
represents items that must be reversed for data analysis. 
 
Intention to Leave the Organization Scale 
For each of the following behavioral scenarios, please circle the number that best reflects how likely 
or unlikely you would do that described behavior in the next 12 months.  
Please circle only ONE answer for each behavioral scenario. 
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1. In the next 12 months, I will actively look for a job with another company. 1 2 3 4 5 6 7 
2. In the next 12 months, I plan to switch companies. 1 2 3 4 5 6 7 
3. In the next 12 months, I plan to work for my current employer. ® 1 2 3 4 5 6 7 
 
Overall Job Satisfaction  
 In order to measure overall job satisfaction, Rice, Gentile and McFarlin’s (1991) 
measure (α = .83) of global job satisfaction (i.e., overall job satisfaction) revised from the 
Quinn and Shepard (1974) scale was used as a foundation to develop a semantic 
differential scale of overall job satisfaction for this study.  The measure examines the 
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FSSP’s general affective reaction to his or her job without referencing any specific facet 
of job satisfaction.  The Rice, Gentile, and McFarlin (1991) scale was used in a study by 
Lam, Baum, and Pine (2001) for a sample of 171 Chinese restaurant managerial 
employees in which the researchers report an alpha of .77.  It is expected that the higher 
the score, the greater the level of job satisfaction.  Based on the Rice, Gentile, and 
McFarlin (1991) study, a subjective self-report measure consisting of six semantic 
differential scale items was developed to measure overall job satisfaction.  Higher scores 
are expected to reveal higher levels of overall job satisfaction.  In the following scale, ® 
represents items that must be reversed for data analysis. 
 
Overall Job Satisfaction Scale
In this section, there are a number of incomplete opinion statements that I would like you to complete by 
circling any number from “1” to “7” that best indicates your opinion or feeling.  Please notice that each 
listed statement has it own unique set of descriptors for completing that statement.    
Please circle only ONE answer for each statement. 
1. 
If you had to decide all over again, 
knowing what you know now, would you 
take the job if it were offered to you? . . . 
Not A Chance 1 2 3 4 5 6 7 Absolutely 
2. 
If a friend should apply for a job like 
yours with your employer, how likely are 
you to recommend the job to him or her?  
. . .  ® 
Very Likely 1 2 3 4 5 6 7 Not Likely At  All 
3. Compared to your ideal job, your current job is . .  
Very Different 
Than Expected 1 2 3 4 5 6 7 
Exactly As 
Expected 
4. 
To what extent does your current job 
match your expectations when you took 
it? … 
Definitely 
Worse than I 
Expected
1 2 3 4 5 6 7 
Definitely 
Better Than I 
Expected 
5. 
What is your overall 
satisfaction/dissatisfaction with your 
current job? … ® 
Very Satisfied 1 2 3 4 5 6 7 Very Dissatisfied 
6. Your overall feeling about your job would be… 
Definitely 
Hate It 1 2 3 4 5 6 7 
Definitely 
Love It 
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Perceived Customer Demands 
 The perceived customer demand scale used in this study was developed 
specifically for this study.  The perception of customer demands was previously 
examined by Li and Calantone (1998) and Wang and Netemeyer (2002) as customer 
demandingness with scales revised from the Wheelwright and Clark (1992) study.  The 
focus of the current study is the FSSP’s perception of the intensity of the customers’ 
demands compared to the FSSP’s perception of management’s expectations.  Therefore, a 
subjective self-report semantic differential scale containing six items based on the Li and 
Calantone (1998) and the Wang and Netemeyer (2002) study was developed to measure 
perceived customer demands.  Higher scores are expected to represent higher levels of 
perceived customer demands.  In the following scale, ® represents items that must be 
reversed for data analysis. 
Perceived Customer Demand Scale 
For each of the following statements, please circle the number that best expresses your 
perception of customer demands.  Please circle only ONE answer for each statement. 
Statements Not at all 
Demanding      
Extremely 
Demanding
a. In terms of service, the customers I serve are … 1 2 3 4 5 6 7 
b. In terms of quality, the customers I serve are … 1 2 3 4 5 6 7 
c. In terms of reliability, the customers I serve are … 1 2 3 4 5 6 7 
d. Customers’ expectations for service are … 1 2 3 4 5 6 7 
e. 
Customers’ expectations that the 
services offered will meet is or her 
needs are … 
1 2 3 4 5 6 7 
f. 
Customers’ expectations for 
delivery level of service quality are  1 2 3 4 5 6 7 
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Physical Consequences  
 A subjective self-report Physical Symptom Inventory (PSI) of FSSPs’ health is 
the most popular method of measuring physical consequences (e.g., headache or upset 
stomach) of job stress that cannot be measured directly (Spector & Jex, 1998).  The scale 
assesses physical health symptoms related to or affecting the body (separate from the 
mind) believed by stress researchers to be related to psychological distress.  The PSI was 
derived from the Spector (1987) physical symptoms scale.  Participants respond to 
“during the past 30 days did you have?” with (“No”, “Yes, but I did not see doctor”, or 
“Yes and I saw doctor”).  The PSI is a causal indictor scale; therefore, coefficient alpha is 
not relevant.  A list of 18 physical symptoms from the Spector (1987) PSI was used to 
develop a subjective self-report frequency measure of physical consequences of job stress 
for FSSP.  Higher scores on the physical consequence scale are expected to show a higher 
occurrence of negative physical consequences. 
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Physical Consequences Scale 
For each of the following listed physical symptoms, please check the box that best describes how often 
you experience that symptom when you are feeling stress from your job.   
Please mark only ONE response for each physical symptom. 
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1. A backache 1 2 3 4 5 6 7 
2. A skin rash 1 2 3 4 5 6 7 
3. Acid indigestion or heartburn 1 2 3 4 5 6 7 
4. An infection 1 2 3 4 5 6 7 
5. An upset stomach or nausea 1 2 3 4 5 6 7 
6. Chest pain 1 2 3 4 5 6 7 
7. Constipation 1 2 3 4 5 6 7 
8. Diarrhea 1 2 3 4 5 6 7 
9. Dizziness 1 2 3 4 5 6 7 
10. Eye strain 1 2 3 4 5 6 7 
11. Fever 1 2 3 4 5 6 7 
12. Headache 1 2 3 4 5 6 7 
13. Heart pounding when not exercising 1 2 3 4 5 6 7 
14. Loss of appetite 1 2 3 4 5 6  
15. Shortness of breath 1 2 3 4 5 6 7 
16. Stomach cramps (not menstrual) 1 2 3 4 5 6 7 
17. Tiredness or fatigue 1 2 3 4 5 6 7 
18. Trouble sleeping 1 2 3 4 5 6 7 
 
Role Overload 
 Role overload was operationalized as a unidimensional construct and was 
measured with a scale developed based on the Spector and Jex’s (1998) Quantitative 
Workload Inventory (QWI).  The QWI was derived from the Spector (1987) and the 
Spector, Dwyer, and Jex (1988) workload scales and presented a coefficient alpha of .82 
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in the Spector and Jex (1998) study.  Role overload is conceptualized in terms of 
quantitative overload (i.e., how much work there is) and not qualitatively (i.e., work 
difficulty).  It has been established that FSSP in social service organizations perform 
many standard duties that although varying in difficultly, are routine in nature.  It has also 
been established that FSSP often have a greater volume of work than can be completed in 
a normal workday (Bridges & Lauer, 2003).  The QWI (1998) is a five-item five-point 
scale that lacks uniform descriptors that do not lend well to multivariate analysis.  
Keeping job context in mind, this study developed a five-item interval scale to measure 
quantitative work overload establishing consistency in the descriptors (Hair, Jr., Bush, & 
Ortinau, 2003).  The scale descriptors for the current scale reflect “times per day.”  
Higher scores are expected to represent higher levels of role overload (Spector & Jex, 
1998).  
 
Role Overload Scale 
For each of the following work situations please check the box that best approximates how often in 
a typical workday each event occurs.  Please check only ONE answer for each work situation. 
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1. My job requires me to work very fast. 1 2 3 4 5 6 7 
2. My job requires me to work very hard. 1 2 3 4 5 6 7 
3. My job leaves me with little time to get things done. 1 2 3 4 5 6 7 
4. There is a great deal of work to be done. 1 2 3 4 5 6 7 
5. I have to do more work than I can do well. 1 2 3 4 5 6 7 
 
 85 
Redesigned Scales 
Role Ambiguity  
 Singh and Rhoads (1991) developed a multifaceted multidimensional role 
ambiguity subjective self-report instrument known as the MULTIRAM (company – 
flexibility α.70, work α .84, promotion α .75; boss – support α .86, demand α .86; 
customer – interaction α .78, objection α .81, presentation, α .81; ethical – external 
α.90, internal α .83; other managers, coworkers, family α range from .87 to .88) scale to 
measure role ambiguity of boundary spanning employees.  Dimensions of the 
MULTIRAM were found to be distinct with intercorrelations between .49 and .69.  
Convergent validity was found in that the dimensions of role ambiguity in the 
MULTIRAM had large, positive, and significant correlations with the Rizzo, House, & 
Lirtzman (1970) role ambiguity scale.  The MULTIRAM scale was used extensively in 
boundary spanning context by researchers such as Johlke and Dunhan (2000 and 2001) as 
well as Singh (2000).  Singh (2000) examined role ambiguity relative to performance, 
quality, and burnout of frontline employees in service organizations by using two sub-
scales (company with an α of .83 and .81 and customer with an α of .87 and .91 over two 
samples within the study) of the (1991) MULITRAM scale.  In the current study, large 
bureaucratic organizations where FSSP have many bosses, the boss sub-scale may 
confound the results as FSSP would have to determine which boss the scale is referring 
to.  In the social service environment, customers play a key role in producing the service 
offering.  Therefore, it is important to understand the customers’ contribution in the 
creation of role ambiguity and job stress.  As suggested by Singh and Rhoads (1991), 
when the purpose of the study is to focus on role ambiguities internal to the organization, 
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it is more preferable to be context specific, not use all dimensions of role ambiguity, and 
utilize only relevant dimensions using the MULTIRAM scale.  Therefore, two-
dimensions of role ambiguity were measured with two-subscales of the MULTIRAM 
scale.  In order to examine all constructs at the same intensity and to increase the chance 
of uncovering greater variability, the eight item customer MULTIRAM subscale and the 
nine item company MULTRIAM subscale were measured with seven-points instead of 
the original five-points.  It is expected that higher scores represent higher levels of 
ambiguity.  
Role Ambiguity Scale 
For each of the following statements, please circle the number that best expresses the level of 
certainty or uncertainty you have concerning the following activity.  Please circle only ONE answer 
for each statement. 
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1. How I am expected to interact with my customers. 7 6 5 4 3 2 1 
2. How much service I should provide my customers is . . . 7 6 5 4 3 2 1 
3. How I should behave (with customers) while on the job is . . . 7 6 5 4 3 2 1 
4. How I am expected to handle my customers’ objections is . . . 7 6 5 4 3 2 1 
5. How I am expected to handle unusual problems and situations is . . . 7 6 5 4 3 2 1 
6. How I am expected to deal with customers’ criticism is . . . 7 6 5 4 3 2 1 
7. Which specific company strengths I should present to customers is . . . 7 6 5 4 3 2 1 
8. Which specific service benefits I am expected to highlight for customers is . . . 7 6 5 4 3 2 1 
9. The actions required in  meeting customer needs are . . . 7 6 5 4 3 2 1 
10. How I am expected to handle non-routine activities on the job is . . . 7 6 5 4 3 2 1 
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11. The amount of work I am expected to do is . . . 7 6 5 4 3 2 1 
12. Which tasks I should give priority is . . . 7 6 5 4 3 2 1 
13. How much work I am expected to do is . . . 7 6 5 4 3 2 1 
14. How I should handle my free time on the job is . . . 7 6 5 4 3 2 1 
15. What I can do to get promoted is . . . 7 6 5 4 3 2 1 
16. How vulnerable to job termination I am is . . . 7 6 5 4 3 2 1 
17. What the critical factor is in getting promoted is . . . 7 6 5 4 3 2 1 
 
Role Conflict  
 Role conflict was examined as a multidimensional construct (i.e., intrapersonal, 
interpersonal, and person-role).  These dimensions were originally labeled intrarole, 
interrole, and intersender conflict by Rizzo, House, and Lirtzman (RHL) (1970).  
Although some researchers question the content validity of the original RHL citing 
susceptibility to wording bias and factor structure (King & King, 1990; Smith, Tisak, & 
Schmieder, 1993), the scale is used extensively by other researchers such as Jex and 
Elacqua (1999), Netemeyer, Burton, and Johnston (1995), Schaubroeck, Ganster, Sime, 
and Ditman (1993) with coefficient alpha values range from .71 to .87.  The current study 
utilized the original RHL subjective self-report (1970) role conflict scale.  For the 
purpose of measurement consistency, the five-point RHL intersender conflict (3-item), 
intrasender conflict (2-item), and person-role conflict (3-item) sub-scales were modified 
to seven points with endpoints of 1 = strongly disagree and 7 = strongly agree.  One 
additional item was developed for the intrasender conflict subscale.  It is expected that 
higher scores on each of the subscales represent higher levels of the dimension being 
assessed.  
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Person-Role Conflict Scale 
For each statement listed below, circle the number that best expresses the extent to which you either 
agree or disagree with that statement.  Please circle only ONE answer for each statement. 
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1. I have to do things that I believe should be done differently. 1 2 3 4 5 6 7 
2. I have to break company policy rules in order to carry out an assignment.  1 2 3 4 5 6 7 
3. I work on unnecessary things. 1 2 3 4 5 6 7 
 
Intersender Role Conflict Scale 
For each statement listed below, circle the number that best expresses the extent to which you either 
agree or disagree with that statement.  Please circle only ONE answer for each statement. 
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4. I receive incompatible requests from two or more people. 1 2 3 4 5 6 7 
5. I do things that are apt to be accepted by one person and not accepted by others. 1 2 3 4 5 6 7 
6. I work with two or more groups who operate quite differently. 1 2 3 4 5 6 7 
 
Intrasender Role Conflict Scale
For each statement listed below, circle the number that best expresses the extent to which you either 
agree or disagree with that statement.  Please circle only ONE answer for each statement. 
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7. I receive assignments without the manpower to complete them. 1 2 3 4 5 6 7 
8. I receive assignments without adequate resources and material to execute them. 1 2 3 4 5 6 7 
9. I receive assignments for which I am not adequately trained. 1 2 3 4 5 6 7 
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Job Autonomy  
 Job autonomy was operationalized as a unidimensional construct and was 
measured with a three-item subscale from the revised Job Diagnostic Survey (JDS) (Idask 
& Drasgow, 1987).  The JDS was originally developed by Hackman and Oldham (1975) 
in conjunction with the theory of job characteristics and is one of the most widely used 
and revised scales to measure the nature of jobs.  For example, across several studies, the 
estimated portion of true variance accounted for by the autonomy subscale of the original 
JDS is 63% (e.g., Munz, Huelsman, Konold, & McKinney, 1996, Steel & Rentsch, 1997).  
The job autonomy subscale of the JDS is well-tested (e.g., Wang & Netemeyer, 2002 α = 
.77).  However, Idaszak and Drasgow (1987) analyzed and revised the JDS by removing 
reversal items and significantly improved measurement properties (e.g., coefficient scores 
on all subscales including job autonomy above .80 as opposed to .77).  Spector, Jex, and 
Chen (1995) measured job autonomy using the Idaszak and Drasgow (1987) revised 
subscale of the JDS and reported an alpha of .85.  Idaszak and Drasgow (1987) believe 
that the phrasing of the original reversed items may be responsible for artifact factors.  
The current study modifies the Idaszak and Drasgow (1987) job autonomy subscale scale 
descriptors from agree/disagree to frequency.  A high score on the job autonomy scale 
suggests the presence of a higher level of job autonomy. 
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Job Autonomy – Modified Job Diagnostic Survey Scale 
For each of the following behavior statements, please check the box that best describes the extent to 
which your job allows you to do the behavior described in that statement.  Please mark only ONE 
answer for each statement. 
 N
ev
er
 
R
ar
el
y 
O
cc
as
io
na
lly
 
R
eg
ul
ar
ly
 
A
 G
re
at
 D
ea
l 
of
 th
e 
T
im
e 
A
lm
os
t 
A
lw
ay
s 
A
lw
ay
s 
1. . . . decide how to go about doing my work. 1 2 3 4 5 6 
 
7 
2. . . . use my personal initiative or judgment in 
carrying out the work. 
1 2 3 4 5 6 
 
7 
3. . . . have the opportunity for independence and 
freedom in how I do my work. 
1 2 3 4 5 6 7 
 
Social Service Encounter (Job) Stress 
 Social service encounter stress was operationalized as a multidimensional (time 
stress and anxiety) construct.  The Jamal and Baba (1992) nine-item five-point strongly 
agree/strongly disagree scale was adapted from the Parker and Decotiis (1983) 13-item 
scale to measure job stress.  In the Jamal and Baba (1992) study, alpha for the nine-items 
was .83.  For purposes of our study, nine items from the Jamal and Baba (1992) plus one 
additional item from the Parker and Decotiis (1983) scale (α = .74), are believed to 
accurately demonstrate both time pressure and anxiety of job stress for FSSP.  The 
additional item from the Parker and Decotiss (1983) study is “I frequently get the feeling 
I am married to the company.”  One scale item is modified to read “Too many frontline 
social service personnel get burned out by job demands” to replace nurses in the original 
scale item.  For consistency in analysis, a seven-item agree/disagree scale was used.  
Higher scores are expected to reveal higher levels of social service encounter (job) stress 
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of FSSP.  In the following scale, ® represents items that must be reversed for data 
analysis. 
Job Stress Scale 
For each of the listed statements below, please circle the number that best expresses the extent to 
which you either agree or disagree with that statement.  Please circle only ONE answer for each 
statement. 
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1. I often feel fidgety or nervousness as a result of my job. 1 2 3 4 5 6 7 
2. My job irritates me more than it should. 1 2 3 4 5 6 7 
3. On the job, there are lots of times when my job drives me right up a wall. 1 2 3 4 5 6 7 
4. Sometimes when I think about my job, I get a tight feeling in my chest. 1 2 3 4 5 6 7 
5. I do not feel guilty when I take time off from the job.  ® 1 2 3 4 5 6 7 
6. I have too much work to do and too little time to do it in. 1 2 3 4 5 6 7 
7. Very few frontline social service personnel in my company get burned out because of job demands. ® 1 2 3 4 5 6 7 
8. I sometimes dread the telephone ringing at home because the call might be job-related. 1 2 3 4 5 6 7 
9. I feel like I never have a day off. 1 2 3 4 5 6 7 
10. I frequently get the feeling I am married to the company. 1 2 3 4 5 6 7 
 
Emotional Exhaustion 
 Emotional exhaustion was measured using a modified version of the Maslach and 
Jackson (1981) frequency of emotional exhaustion scale.  This scale is used extensively 
(e.g., sales – Babakus et al., 1999 and human services – Houkes et al., 2003).  Cronbach 
coefficient alphas for frequency were reported as .89 and .86 for intensity.  Higher scores 
suggest higher levels of emotional exhaustion.  The scale consists of a nine-item 
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frequency and a nine-item intensity scale that asks respondents to evaluate how often 
they feel exhausted from their work, as well as the perceived intensity of the emotional 
exhaustion.  The Maslach and Jackson (1981) scale was modified by changing item 
descriptors from “A few times a year, monthly, a few times a month, every week, a few 
times a week, everyday” to reflect a range consisting of equal values (e.g., 1 day a week 
to 7 days a week).  The scale offered an option for individuals who believe that emotional 
exhaustion is not a factor (i.e., never) for them.  It was expected that higher scores show 
that the more often FSSP report feeling emotionally exhausted from their job, the greater 
the condition of emotional exhaustion.  In the following intensity of emotional exhaustion 
scale, ® represents items that must be reversed for data analysis.  
 
Emotional Exhaustion Scale 
Frequency of Emotional Exhaustion  
For each of the following situations, circle the number that best reflects how many days a week you 
experience that feeling. Please circle only ONE answer for each situation. 
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1. I feel emotionally drained from my work. 0 1 2 3 4 5 6 7 
2. I feel used up at the end of the workday. 0 1 2 3 4 5 6 7 
3. When I get up in the morning to face another day on the job I feel tired. 0 1 2 3 4 5 6 7 
4. Working with people all day is really a strain for me. 0 1 2 3 4 5 6 7 
5. I feel burned out from my work. 0 1 2 3 4 5 6 7 
6. I feel frustrated with my job. 0 1 2 3 4 5 6 7 
7. I feel I am working too hard on my job. 0 1 2 3 4 5 6 7 
8. Working directly with people really puts a strain on me. 0 1 2 3 4 5 6 7 
9. I feel like I’m at the end of my rope with my job. 0 1 2 3 4 5 6 7 
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Intensity of Emotional Exhaustion  
 
For each of the following listed questions, please circle the number from “1” to “7” that best describes the 
intensity level of your feelings regarding that question.  If you feel a question does not pertain to you, please 
circle the N/A [not applicable] response category.  Please circle only ONE response for each listed question. 
1. How emotionally draining 
 is your work?  N/A 
Very Mild 
Drained 1 2 3 4 5 6 7 
Extremely 
Drained 
2. How do you feel at the end 
 of the workday? ® N/A Exhausted 1 2 3 4 5 6 7 Very Energized
3. How do you feel in the 
 morning knowing you have 
 to face another day on the 
 job? 
N/A Very Excited 1 2 3 4 5 6 7 
Not Excited At 
All 
4. How do you feel after 
 working with people all 
 day? 
N/A Very Energized 1 2 3 4 5 6 7 Worn Out 
5. How burned out do you feel 
 from your work? ® N/A
Extremely 
Burned Out 1 2 3 4 5 6 7 
Somewhat 
Burned Out 
6. How frustrated are you on 
 the job? N/A
Very Little 
Frustrated 1 2 3 4 5 6 7 
Extremely 
Frustrated 
7. How hard do you feel you 
 must work on the job? N/A Not Very 1 2 3 4 5 6 7 
Extremely 
Hard 
8. How does working directly 
 with people make you feel? 
 ® 
N/A Very  Stressed 1 2 3 4 5 6 7 
Not At All 
Stressed 
9. How does your job make 
 you feel? N/A
Very 
Energized 1 2 3 4 5 6 7 Exhausted 
 
Job Performance  
Job performance is often measured on two separate dimensions (i.e., performance 
quality and performance productivity).  Performance quality is unique to service delivery 
and, therefore, performance quality is measured in this study.  Performance quality is the 
process of interacting with customers and is thought of as emotionally laborious.  
Because performance quality is intangible, it is difficult for management to quantify 
increases or decreases in performance quality.  Changes are less likely to be visible to 
management than would be a decrease in performance productivity.  
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Churchill, Ford, Hartley, and Walker, Jr., (1985), report that subjective self-
reported performance measures are less restrictive in range and have less error than 
several other purportedly objective measures.  Schneider, Ganster, Sime, and Ditman 
(1996) accumulated a large amount of empirical evidence suggesting that self-report by 
employees of performance have “validity…and are significantly correlated with 
judgments made by observers external to the organization (e.g., customers) (p. 697),” 
especially if self-reports are obtained anonymously.  The multidimensional (i.e., building 
trust α = .89, promptness α = .89, reliability α = .77, and individualize attention α = .93) 
PERFQ scale developed by Singh (2000) to examine job performance for boundary 
spanning employees was used to measure social service encounter performance.  PERFQ 
(2000) was modified by changes to scale descriptors and set up.  The original PERFQ 
(2000) asked respondents to compare his or herself relative to other employees in the 
same organization with descriptors ranging from 1 = bottom 20% to 7 = top 5%.  The 
modified PERFQ scale involves four subscales (i.e., building customer trust, promptness, 
reliability, individualized attention) asking FSSP to reflect on his or her job performance 
with descriptors ranging from 1= truly terrible to 7= truly exceptional.  It is expected that 
higher scores reflect a higher level of job performance. 
 95 
Building Customer Trust Scale 
For each of the following job related activities listed below, please circle the number that best 
expresses your judgment of how well you normally perform that activity.  Please circle only ONE 
response for each activity.
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1. 
Taking the initiative to help your customers even 
when it is not part of your responsibility. 1 2 3 4 5 6 7 
2. Taking the time to help your customers at the expense of not meeting daily productivity goals. ® 
1 2 3 4 5 6 7 
3. Developing customer trust/ confidence in your 
service provided. 
1 2 3 4 5 6 7 
Promptness Scale 
4. Responding promptly to customer requests, despite your 
busy workload. 
1 2 3 4 5 6 7 
5. Following up on promises make to your customers. 1 2 3 4 5 6 7 
6. 
Overall, consistently providing prompt service to all of 
your customers. 1 2 3 4 5 6 7 
Reliability Scale 
7. Consistently resolving customer concerns the first time. 
 
1 2 3 4 5 6 7 
8. 
Consistently demonstrating emotionally-based behavior 
deemed appropriate by the organization. 1 2 3 4 5 6 7 
9. 
Providing accurate or correct information to the 
customer. 1 2 3 4 5 6 7 
10. 
Even though it is not your responsibility, making sure 
other departments follow through with your customers’ 
requests. 
1 2 3 4 5 6 7 
11. 
Telling the customer the straight facts rather telling 
them what they want to hear. 1 2 3 4 5 6 7 
12. Performing your job dependably/ accurately. 1 2 3 4 5 6 7 
Individualized Attention Scale 
13. 
Servicing the account with the customer’s best interest 
in mind. 1 2 3 4 5 6 7 
14. 
Listening attentively to identify and understand the 
concerns of customers. 1 2 3 4 5 6 7 
15. 
Working out solutions to each customer’s questions or 
concerns. 1 2 3 4 5 6 7 
16. 
Overall, providing individualized attention to each 
customer’s concerns. 1 2 3 4 5 6 7 
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Overall Organizational Commitment 
 There are many scales developed to measure organizational commitment based on 
varying definitions of organizational commitment.  For the current study, organizational 
commitment is defined as the FSSP’s perception relating to the relative strength of 
identification with, as well as his/her dedication to, the organization.  The focus of this 
study is on attitudinal or affective commitment (i.e., emotional attachment to, 
identification with, and involvement in the organization) and not normative (i.e., 
pressures on an employee to remain with an organization resulting from socialization in 
an organization), nor from continuance commitment (i.e., associated with the perceived 
costs of leaving an organization).  Therefore, the shortened version of the Mowday, 
Steers, and Porter (1979) Organizational Commitment Scale (OCQ) was used in this 
study to measure overall organizational commitment.  The shortened version of the OCQ 
is used in a variety of work settings as evidenced in the Cohen (1993) meta-analysis of 
organizational commitment with coefficient alphas ranging from .74 to .92.  As such, 
overall organizational commitment was operationalized with the OCQ nine-item seven-
point Likert-type scale.  In the following scale, ® represents items that must be reversed 
for data analysis. 
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Overall Organizational Commitment Scale 
For each statement listed below, please circle the number that best expresses the extent to which you 
either agree or disagree with that statement.  Please circle only ONE answer for each statement. 
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1. 
I am willing to put in a great deal of effort beyond that 
normally expected in order to help this organization be 
successful. 
1 2 3 4 5 6 
 
7 
 
2. I talk up this organization to my friends as a great organization to work for. 1 2 3 4 5 6 7 
3. I would accept almost any type of job assignment in order to keep working for this organization. 1 2 3 4 5 6 
 
7 
 
4. I find that my values are very different than the organization’s values. ® 1 2 3 4 5 6 7 
5. I am embarrassed to tell others that I am part of this organization. ® 1 2 3 4 5 6 7 
6. This organization really inspires the very best in me in the way of job performance. 1 2 3 4 5 6 7 
7. 
I am extremely glad that I chose this organization to 
work for over others I was considering at the time I 
joined. 
1 2 3 4 5 6 
 
7 
 
8. I do not care about the fate of this organization. ® 1 2 3 4 5 6 7 
9. For me, this is the best of all possible organization for which to work. 1 2 3 4 5 6 7 
 
Data Analysis 
Final Study 
Relationships between the latent variables themselves and the amount of 
unexplained variance make up the structural model.  Descriptive data statistics, 
correlations, and covariance matrix were developed using SPSS 13th Edition.  Model 
parameters of the structural model were estimated using LISREL® 8.3 employing a 
covariance matrix to determine that the hypothesized relationships between latent 
variables and between latent variables and the manifest indicators are consistent with the 
empirical data.  In order to determine the influence of one variable on another, regression 
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analysis and simple correlation analysis of hypothesized interrelationships was conducted 
(Hair, Jr., Anderson, Tatham, & Black, 1998).  Reliabilities and dimensionality of scales 
were examined using exploratory and confirmatory factor analysis. 
The model was evaluated using various fit statistics.  Although Chi-square [H0:Σ 
= Σ(0)] is a test of perfect fit and of a perfect model, it is considered too sensitive when 
large sample sizes, such as those found in this study, are present (n> 200) and cannot be 
considered alone (Hair, Jr. et al., 1998).  Other indices such as root mean square error of 
approximation (RMSEA) were analyzed.  RMSEA is considered one of the most 
informative fit indices showing “how well the model with unknown but optimally chosen 
parameter values would fit the population covariance matrix if it were available” (Hair, 
Jr. et al., 1998, p. 85).  Another appropriate index employed in this study is the Expected 
Cross-Validation Index (ECVI).  This index focuses on overall error (i.e., discrepancy 
between population covariance matrix and model fitted to the sample).  The ECVI 
measures overall model fit by assessing whether there is discrepancy between the fitted 
covariance matrix for the analyzed sample and the expected covariance matrix that would 
be obtained in another sample of equal size.  The goodness-of-fit (GFI) index was also 
examined.  GFI shows how closely the model comes to perfectly reproducing the 
observed covariance matrix and is a good indicator of the relevant amount of variances 
and covariances accounted for by the model.  The non-normed fit index (NNFI) and the 
comparative fit index (CFI) were also relied upon to assess the fit allowing for a relative 
comparison of the proposed model and the null model.  It is apparent from the discussion 
above that various indicators of fit have weaknesses and strengths that depend on 
“sample size, estimation procedure, model complexity, violation of the underlying 
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assumptions of multivariate normality, and variable independence, or any combination 
thereof” (Diamantopoulos & Siguaw, 2000).  Therefore, multiple indicators are relied on 
to evaluate the model. 
Because sample size plays an important role in model testing, power analysis was 
conducted to determine the validity of results and statistical power of the analysis (i.e., 
the probability of correctly rejecting an incorrect model) (Byrne, 1998).  Large samples 
raise the question as to whether a statistically significant chi-square estimates is accurate, 
if serious specification error are present, or high power exists.  For the purpose of 
determining power associated with the model, the approach in which RMSEA, sample 
size, and degrees of freedom are examined was used.  A table of power for various 
sample sizes is found in MacCallum et al. (1996) study and was utilized as a guideline. 
The following table (3.1) presents hypothesized relationship and measurement 
analysis methodology used in this study. 
 
Table 3.1 Hypothesized Relationships 
 
Testable Hypotheses Methodology 
H1: Role ambiguity (RA) has a significant positive impact in creating 
FSSP job stress (JS). 
Regression 
 Analysis 
H2:  Role conflict (RC) has a significant positive impact in creating FSSP 
job stress (JS). 
Regression 
 Analysis 
H3: Role overload has a significant positive impact in creating FSSP job 
stress (JS). 
Regression  
Analysis 
H4: Job autonomy (JA) mediates the relationship between perceived 
customer demands (PCD) and job stress (JS) such that job autonomy 
(JA) reduces the impact of perceived customer demands (PCD) on 
job stress (JS). 
Hierarchal Regression 
Analysis 
H5: 
Emotional intelligence (EI) significantly mediates the relationship 
between emotional labor (EL) and job stress (JS) such that it reduces 
the impact of emotional labor (EL) on job stress (JS). 
Hierarchal Regression 
Analysis 
H6: The stronger the presence of job autonomy (JA), the less likely FSSP 
will engage in emotion-focused coping (EFC). 
One-Way  
ANOVA 
H7a: There is a significant relationship between emotional intelligence 
(EI) and emotion-focused coping effectiveness (EFCE).   
Regression  
Analysis 
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H7b: There is a significant relationship between emotional intelligence 
(EI) and emotion-focused coping frequency (EFCF).   
Regression  
Analysis 
H8a: Emotion-focused coping effectiveness (EFCE) significantly mediates 
the positive relationship between job stress (JS) and emotional 
exhaustion (EE) such that it reduces the impact of job stress (JS). 
Hierarchal Regression 
Analysis 
H8b: Emotion-focused coping frequency (EFCF) significantly mediates the 
positive relationship between job stress (JS) and emotional 
exhaustion (EE) such that it reduces the impact of job stress (JS). 
Hierarchal Regression 
Analysis 
H9a: Emotion-focused coping effectiveness (EFCE) significantly mediates 
the negative relationship between job stress (JS) and attitude toward 
the job (ATJ) such that it reduces the impact of job stress (JS). 
Hierarchal Regression 
Analysis 
H9b: Emotion-focused coping frequency (EFCF) significantly mediates the 
negative relationship between job stress (JS) and attitude toward the 
job (ATJ) such that it reduces the impact of job stress (JS). 
Hierarchal Regression 
Analysis 
H10a: Emotion-focused coping effectiveness (EFCE) significantly mediates 
the negative relationship between job stress (JS) and overall job 
satisfaction (OJS) such that it reduces the impact of job stress (JS). 
Hierarchal Regression 
Analysis 
H10b: Emotion-focused coping frequency (EFCF) significantly mediates the 
negative relationship between job stress (JS) and overall job 
satisfaction (OJS) such that it reduces the impact of job stress (JS). 
Hierarchal Regression 
Analysis 
H11a: Emotion-focused coping effectiveness (EFCE) significantly mediates 
the negative relationship between job stress (JS) and overall 
organizational commitment (OOC) such that it reduces the impact of 
job stress (JS). 
Hierarchal Regression 
Analysis 
H11b: Emotion-focused coping frequency (EFCF) significantly mediates the 
negative relationship between job stress (JS) and overall 
organizational commitment (OOC) such that it reduces the impact of 
job stress (JS). 
Hierarchal Regression 
Analysis 
H12a: Emotion-focused coping effectiveness (EFCE) significantly mediates 
the positive relationship between job stress (JS) and physical 
consequences (PC) such that it reduces the impact of job stress (JS). 
Hierarchal Regression 
Analysis 
H12b: Emotion-focused coping frequency (EFCF) significantly mediates the 
positive relationship between job stress (JS) and physical 
consequences (PC) such that it reduces the impact of job stress (JS). 
Hierarchal Regression 
Analysis 
HO13: Attitude toward the job (ATJ) is not significantly correlated with 
other outcome variables in the model. 
Correlation  
Analysis 
 
HO13a: Attitude toward the job (ATJ) is not significantly correlated with 
overall organizational commitment (OOC). 
Correlation  
Analysis 
HO13b: Attitude toward the job (ATJ) is not significantly correlated with 
overall job satisfaction (OJS). 
Correlation  
Analysis 
HO13c: Attitude toward the job (ATJ) is not significantly correlated with 
physical consequences (PC). 
Correlation  
Analysis 
HO13c: Attitude toward the job (ATJ) is not significantly correlated with 
emotional exhaustion (EE). 
Correlation  
Analysis 
HO14: Physical consequences are not significantly correlated with outcome 
variable (OV) of overall organizational commitment (OOC), overall 
job satisfaction (OJS), or emotional exhaustion (EE). 
Correlation 
Analysis 
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HO14a: Physical consequences (PC) are not significantly correlated with 
overall organizational commitment (OOC). 
Correlation  
Analysis 
HO14b: Physical consequences (PC) are not significantly correlated with 
overall job satisfaction (OJS). 
Correlation  
Analysis 
HO14c: Physical consequences (PC) are not significantly correlated with 
emotional exhaustion (EE). 
Correlation  
Analysis 
H15: Overall organizational commitment (OOC), overall job satisfaction 
(OJS), and emotional exhaustion (EE) are significantly correlated 
with each other. 
Correlation  
Analysis 
H15a: Overall organizational commitment (OOC) is significantly correlated 
with overall job satisfaction (OJS). 
Correlation  
Analysis 
H15b: Overall organizational commitment (OOC) is significantly correlated 
with emotional exhaustion (EE). 
Correlation  
Analysis 
H15c: Overall job satisfaction (OJS) is significantly correlated with 
emotional exhaustion (EE). 
Correlation 
 Analysis 
H16: Attitude toward the job (ATJ) has a significant positive influence on 
FSSPs’ job performance (JP). 
Regression  
Analysis 
H17: Overall job satisfaction (OJS) has a significant positive influence on 
job performance (JP). 
Regression 
 Analysis 
H18: Overall organizational commitment (OOC) has a significant positive 
influence on job performance (JP). 
Regression  
Analysis 
H19: Emotional exhaustion (EE) has a significant negative influence on 
job performance (JP). 
Regression  
Analysis 
H20: Physical consequences (PC) have a significant negative influence on 
job performance (JP). 
Regression  
Analysis 
H21: Job performance (JP) has a significant negative influence on intention 
to switch positions within the organization (ITS). 
Regression  
Analysis 
H22: Intention to switch positions (ITS) within an organization and 
intention to leave an organization (ITL) are correlated. 
Correlation 
Analysis 
H23: Job performance (JP) has a significant negative influence on intention 
to leave the organization (ITL). 
Regression 
Analysis 
 
Mediation Testing 
This study examines the relationship between the predictor (X) and the criterion 
(Y) variables, the relationship between the predictor (X) and the mediator (M) variables, 
and the relationship between the mediator (M) and the criterion (Y) using regression 
analysis.  To test these relationships, regression analysis was used to: 1) estimate and test 
for correlation through the path from the predictor variable to the criterion by treating the 
mediator as though it does not exist (X ? Y); 2) using the mediator as the criterion 
variable, correlation is examined by estimating and testing the path from the predictor 
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variable to the mediator (X ?M); 3) to show that the mediator affects the criterion 
variable, estimate and test for correlation between mediator and the criterion variable (M 
? Y); and 4) controlling for the mediator, the effect of (X ?Y) should be zero.  After 
controlling for the relationship between the mediator and criterion variables, the 
relationship between the predictor and criterion should, in the case of total mediation, be 
reduced to zero.  In the case of partial mediation, the path between the predictor variable 
and the criterion variable is reduced in absolute size, but is still different from zero when 
the mediator is controlled. 
 
Chapter Summary 
 Chapter Three connects the conceptualization and function of the constructs in the 
model with the operationalization.  The chapter accomplished this by addressing: 1) the 
research setting, 2) providing a detailed explanation of procedures for securing study 
participants, 3) addressing non-response bias, 4) examining construct development, 5) 
discussing the foundations and direction for new scale development measures, 6) laying 
out the data analysis plan and justification, 7) presenting a visualization of the proposed 
data analysis for hypothesized relationships in table format, and 8) discussing mediation 
testing necessary for correlation hypothesized in the model.  In Chapter Four, the analysis 
and results of the studies developed in the first three chapters of this research are 
presented.  Chapter Four includes the analysis and reports the results of both the pilot 
study and the final study. 
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CHAPTER 4 
Analysis and Results 
This chapter presents the findings from the interdisciplinary research framework 
used to examine the study’s six major objectives: 
 
1) To empirically determine the roles of emotional intelligence and 
emotional labor within self-management of emotionally-based 
display behavior in the social service delivery encounter from the 
frontline social service personnel’s (FSSP) perspective. 
  
2)  To empirically examine the influence of two neglected constructs 
(i.e., perceived customer demands and emotional labor) as sources of 
job stress. 
 
3)  To re-examine role ambiguity, role conflict, and role overload as 
sources of job stress.  
 
4) To empirically examine the mediating effect of job autonomy, 
emotion-focused coping, and emotional intelligence.  
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5) To empirically investigate the influence of five selected outcome 
constructs on job performance. 
 
 To empirically examine the relationship of social service 
encounter performance on both intention to switch positions 
within the organization and intentions to leave the 
organization. 
 
The current study utilizes a three-phase research framework.  The first phase 
focuses on conducting eight (8) in-depth interviews with frontline social service 
personnel (FSSP) and management personnel to assess the relevancy of the proposed 
manifested indicators representing the constructs in a social service environment.  Next, a 
pilot study using a direct cognitive framework is administered to 361 FSSP to determine 
to what extent each indicator is related to its respective construct.  In the last phase, a 
survey is administered to a large sample of 2,500 FSSP to test the hypothesized 
relationships in the model.  This chapter reports the analyses and findings used in the 
development of the constructs, purification of the scale measurements, fitness of the CFA 
structural models, and hypotheses test results. 
 
Construct Development 
In-Depth Interviews 
In-depth interviews were conducted with one male and three female frontline social 
service personnel (FSSP) and one male and three female managers of FSSP for the 
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purpose of obtaining preliminary insights to the nature and scope of the proposed 
constructs of the model.  The transcripts of the audiotapes were content analyzed for the 
meaning of words used by the respondents, the frequency and intensity of the comments, 
and the relationship of a response to an emotion.  Preliminary interpretation of the 
responses suggests initial support of the importance of the proposed model’s constructs.  
One of the most significant findings is that all respondents emphasized that perceived 
customer demands and emotional labor are relevant sources of job stress.  Regarding 
perceived customer demands, one male respondent states that, “The children are the 
clients and they are the main source of job stress.”  One female responding to: “What is 
your greatest source of job stress?” indirectly addresses emotional labor, through her 
response … “I mean you are dealing with abused kids and they may act out their stuff on 
you and the automatic reaction is to be mad at them, but you can’t do that because you 
are basically recreating their past abuse.  We are expected to be very empathic as opposed 
to being mad back.  So, yeah that is very tough.”  As expected, all respondents 
acknowledge the importance of role overload.  For instance, one respondent stated, “You 
can work 60 hours a week and you can’t get ahead of the work.”  Overall, these types of 
verbal expressions and emotions provide preliminary confirmation of the constructs to be 
further developed in the pilot study phase. 
 
Pilot Study – Cognitive Response Survey 
The purpose of the pilot study was to gain clearer insights and understanding into 
which potential specific indicators were most relevant in representing the respective 
constructs.  The following findings were based on frontline social service personnel 
 106 
(FSSP) expressing the extent to which he or she believes the proposed indicators 
represent the respective construct. 
 
Overall Response Rate 
Using a drop-off delivery method, three hundred and sixty-one (361) surveys 
were hand delivered to an organizational representative from each of the five 
participating organizations for distribution to FSSP at a weekly staff meeting.  
Organizational representatives sent follow-up reminders through the organizations’ 
interoffice email two weeks after the initial distribution of the survey, resulting in a final 
response rate of 24%.  Table 4.1 below presents response rates by organizations. 
Participating organizations included a very small (i.e., employing five FSSP) 
privately owned organization offering social services to the local community, two small 
(i.e., employing 11 FSSP and 65 FSSP, respectively) branches of larger national social 
services organizations, and the social service departments of two large (i.e., employing 
>100 FSSP) government-operated organizations.  All of these organizations provide 
services to individuals, as well as families in crisis. 
 
Table 4.1 – Response Rates by Organization 
Organization Surveys Delivered 
Completed 
Surveys 
Returned 
Response 
Rate (%) 
#1 183 30 16 
#2  11   6 55 
#3 100 30 30 
#4  62 18 29 
#5   5  2 40 
Total 361 86 24 
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Descriptive Profile of the Sampled Respondents 
Of the 86 respondents (23.8% male and 76.2% female), the age range most 
frequently reported was 45-54 years with an average age of 40.4.  Overall, these 
respondents are highly educated and experienced in the social service field.  Over 90 
percent of the respondents (94%) hold at least a four-year college degree, with 44% 
holding masters degrees.  The average hours of job training through their current 
employer was 84.6.  The average tenure time with their current employer was about three 
(3) years.  The average tenure time in the social service field was 9.02 years with 52.4% 
ranging between three and nine years.  See Table 4.2 below for a complete profile 
breakdown. 
 
Table 4.2 – Sample Demographics (N=86) 
 
Age of Respondents  
                                 (%) 
Years in the Social Service Field 
                    (%)                                   (%) 
< 19   0.0 >1 3.6 10-11 2.4 
20-29 21.4 1 2.4 12-15 10.7 
30-34 10.7 2 8.3 16-20 10.7 
35-44 25.0 3-5 27.4 > 20   9.5 
45-54 27.4 6-9 25.0   
> 55 15.5 
 
    
Mean Age = 40.4  Mean Years in Field = 9.02 
Education Level 
                                      (%) 
Years of Employment in Current Position 
                        (%)                               (%) 
Post Grad 0.0 < 1 29.8 10-11 1.2 
Masters 44 1 16.7 12-15 3.6 
College Grad 50 2 25.0 16-20 0.0 
Some College / 
Technical School 
4.8 3-5 17.7 > 20 2.4 
High School Grad 1.2 6-9 3.6   
Some High School 0.0 
 
Mean Value = 2.96 
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Gender 
                                        (%) 
 Number of Hours of Job-Related Training 
with Current Employer  
                       (%)                              (%) 
  Male 23.8  < 10 25 61-70   1.2 
Female 76.2  11-20 6.0 71-80   6.0 
   21-30 9.5 81-90   0.0 
   31-40 11.9 91-100 14.3 
   41-50 8.3 > 100 15.4 
   51-60 2.4   
   Mean Value = 84.6 
 
 
Pilot Study Results 
Construct Indicators 
In addition to the preset list of possible manifested indicators, respondents had the 
opportunity to make additional comments concerning each of the constructs under 
investigation.  About twelve percent (12%) of respondents offered at least one comment.  
Overall, respondents’ comments strongly support the relevancy for including the 
constructs’ indicators.  For example, regarding “receiving assignments without adequate 
resources and materials to complete them” (indicator #8) of the role conflict scale, one 
respondent wrote, “Big, Big Factor” after the statement.  The same respondent also put a 
plus mark after the scale descriptor “7 = Definitely a Factor.”  Her response of “ditto” 
after “receiving assignment without being adequately trained” (indicator #9), can be 
interpreted as an indication that this item is also a “Big, Big factor” for her.  Most of the 
written comments serve to reinforce that the proposed indicators stir deep emotions for 
respondents.  One respondent wrote, “In a book called Turning Stone, the author says that 
child welfare is like looking a rabid dog in eye and saying “nice puppy” until you can 
find a shot gun.”  
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Indicator Purification 
Given the pilot study’s primary objective of assessing which of the 138 proposed 
manifested indicators best represent the domain of each of the model’s seventeen (17) 
proposed constructs, the resulting data structures were subjected to an iterative principal 
component analysis with direct oblimin rotation, using SPSS® 13.0.  A combination of 
skewness analysis and an item-to-total correlation analysis were utilized to determine the 
relevancy of each indicator’s contribution to the proposed construct.  Given the fact that a 
manifested indicator’s communality represents the percent of variance that indicator 
accounts for in the retained factor, it was expected that any indicator heavily loading on a 
factor will, therefore, display a large communality.  As such, examining manifested 
indicators’ communalities becomes an important component in the decision process of 
retaining or removing an indicator.  The set of decision rules guiding the elimination or 
retention of a proposed indicator are presented below:  
 
1. Positively skewed indicators – Decision: An indicator with strongly 
positive skewness indicates that the respondents do not see it as a 
factor relating to the construct and the indicator should be removed. 
 
2. If the indicator’s communality is <. 50 (Hair, Jr. et al., 1998) – 
Decision: Remove that indicator. 
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3. If an indicator’s rotated factor loading on a given factor is <. 40 or it 
cross-loads with any other factor >.40 (Hatcher, 1994) – Decision: 
Examine that indicator’s item-to-total correlation prior to a removal 
decision. 
 
 
4. If the item-to-total correlations with other indicators are < .35 (i.e., 
low) (Nunnally & Bernstein, 1994) – Decision: Remove the 
indicator. 
 
 
Using these known and acceptable decision criteria, the following constructs 
required manifested indicator reductions: attitude toward the job (from 8 to 7 indicators), 
emotional intelligence (19 to 15 indicators), emotional labor display (6 to 5 indicators), 
intention to switch positions within an organization (3 to 2 indicators), job performance 
16 to 7 indicators), job stress (10 to 9 indicators), overall job satisfaction (6 to 4 
indicators), physical consequences (18 to 10 indicators), and role ambiguity (17 to 11 
indicators).  The indicators for all 17 proposed constructs did not display strongly 
positive skewness.  The following examples represent some of the manifested indicator 
retention/removal results from the pilot study: 
 
• Upon completion of the iterative factoring process and item-to-total 
analysis of the proposed 19-item emotional intelligence construct, 
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four (4) indicators were removed.  Indicator EIM10 did not load at 
>.40 and was removed.  In the second iteration, EIM8 demonstrated 
low communality (.272) and was removed.  In addition, EIM1 did 
not factor load at >.40 and was removed.  In the third iteration, EIM7 
had a low item-to-total correlation (.311) and low communality 
(.215) and was removed.  The remaining 15 indicators for the 
proposed emotional intelligence construct met all the decision 
criteria and were retained.  
 
• Examinations of the proposed 16-item job performance construct 
resulted in a decision to remove nine (9) indicators.  Indicator JP10 
had a low communality of .272; therefore, it was removed from 
further analysis.  In the second iteration, communalities were low for 
JP1 (.490) and JP2 (.413) and both indicators were eliminated from 
further analysis.  In the third iteration, indicator JP8 had low 
communality of .440 and was removed.  In the fourth iteration, JP9 
did not factor load at >.40 and was removed.  In continuing the 
iteration process JP4, JP6, JP7, and JP16 were also removed leaving 
a final solution that is absent of significant cross loadings.  All the 
remaining indicators were acceptable for inclusion.   
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• Eight (8) of the proposed 18-item physical consequence construct 
indicators were removed.  Indicators PC1 and PC11 had low 
communality of .413 and .424, PC2 and PC4 had indicator loadings 
< .40, and PC10 cross loads (.431 and -.521) and was removed.  In 
continuing the iteration process, PC5, PC9, and PC17 were removed 
leaving a final solution that was absent of significant cross loadings.  
All of the remaining indicators were acceptable for inclusion. 
 
• Examination of the proposed role ambiguity construct using the same 
data reduction/purification procedures, results in six (6) of the initial 
seventeen (17) indicators (i.e., RA6, RA 10, RA 14, RA 15, RA 16, 
and RA17) being removed from any further analysis. 
 
Table 4.3 below presents the pilot study’s key statistics on the final solution of 
retained indicators used in developing the various scale measurements for each proposed 
construct.  See Appendices C (Inter-Item Correlations), D (Item-to-Total Correlation), 
and E (Pilot Study Descriptive), for complete detailed results of the data 
reduction/construct purification procedures used in the pilot study.  Also, see Appendix F 
for a summary of the actual retained manifested indicators and their individual indicator 
loadings.  Items removed are presented as bold and italicized in Appendix F. 
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Table 4.3 –Pilot Study – Key Statistical Results (N=86) 
Construct Composite Mean 
Std. 
Dev. 
Std. 
Mean 
Std. 
Dev. 
Construct 
Alpha 
Initial 
Items 
Retained 
Items  
Perceived Customer 
Demands 35.43   6.71 5.91 1.12 .939 6 6 
Role Ambiguity 49.59 15.44 4.51 1.40 .937 17 11 
Role Conflict 42.85 14.30 4.76 1.589 .932 9 9 
Role Overload 28.45 6.17 5.69 1.234 .860 5 5 
Emotional Labor  
Display 16.09 5.15 5.50 1.72 .885 6 5 
Emotional Labor 
 Effort 17.05 8.06 3.41 1.60 .881 5 5 
Job Autonomy 16.50 5.15 5.50 1.72 .907 3 3 
Emotional  
Intelligence 92.43 12.36 5.78 0.78 .902 19 15 
Job Stress 41.33 1471 4.59 1.63 .917 10 9 
Emotion-Focused  
Coping  21.73 5.47 5.43 1.37 .815 4 4 
Physical  
Consequences 38.15 16.38 3.82 1.638 .931 18 10 
Attitude Toward 
the Job 40.65 6.72 5.81 .961 .858 8 7 
Overall Job  
Satisfaction 22.57 4.61 5.64 1.15 .862 6 4 
Job Performance 54.38 9.107 6.08 1.04 .920 16 7 
Intention to Switch 
Positions  8.88 4.17 4.44 2.09 .919 3 2 
Intention to Leave  13.14 5.75 4.38 1.92 .829 3 3 
 
Data Analysis 
The purpose of the final study was to collect the necessary data to empirically 
assess the underlying research hypotheses.  Therefore, after identifying manifested 
indicators for each construct and prior to administering the final survey, appropriate sets 
 114 
of scale point descriptors were applied to each indicator and scale setups and instructions 
for filling out and returning the instrument were applied. 
For assurance of clarity and understanding of the survey instrument, a group of 25 
frontline social service personnel (FSSP) examined the survey instrument’s physical 
appearance, (i.e., professionalism), readability, and ease of understanding of the 
indicators, instructions, and setups.  No problems were identified as to the physical 
appearance of the instrument.  Some changes believed to improve clarity and readability 
of the indicators resulted in modifications such as: “expectations for service are…” 
changed to “customers’ expectations that the services offered will meet his or her needs 
are…”. 
 
Overall Response Rate 
A mailing of the final survey instrument was sent on February 16, 2005 to 2,500 
frontline social service personnel (FSSP).  The sample consisted of 2,391 FSSP randomly 
selected from the National Association of Social Workers Florida Chapter’s 6,583 
members and 109 taken from a census of a social services department of a local branch of 
a national organization.  Two weeks after the initial mailings, a post-card reminder to 
non-respondents followed.  The overall response rate was 24.4% (i.e., 611 returned 
surveys) of which 30 came back marked undeliverable by the U.S. postal service and 48 
respondents indicated that they did not meet the criteria of “currently active in the social 
service field,” resulting in a usable response rate of 21.3%.  
 Table 4.4 – Response Rates by Organization  
 
 
Organization Surveys Delivered 
Surveys 
Returned 
Overall 
Response 
Rate 
Usable 
Surveys 
Response 
Rate 
NASW-FL 2,391 571 23.8 493 20.6 
#2 109 40 36.7 40 36.7 
Total 2,500 611 24.4 533 21.3 
Report of Non-Respondents 
Fifty (50) non-respondents of the previous 1,899 non-respondents received a short 
survey instrument containing two key constructs and key demographics approximately 
two weeks after the return date for the original survey.  Responses from previous non-
respondents were compared to responses of known respondents using one-way analysis 
of variance (ANOVA) to determine if differences in responses for critical variables 
between the two groups (respondents / non-respondents) were statistically significant 
(Lambert & Harrington, 1990).  The one-way ANOVAs demonstrated that the mean 
values of comparison variables (p< 0.10) were not statistically different, implying a low 
likelihood of non-response bias (Table 4.5). 
 
Table 4.5 – Non-Respondent Data 
Constructs T-value Mean Difference Sig. (2-Tailed) 
Emotional Labor Display -1.368 -2333 .230 
Job Autonomy .452 .667 .670 
Selected Demographics    
Age -.237 -1.667 .822 
Education 2.000 .667 .102 
Gender -2.236 -.500 .076 
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Descriptive Profile of the Sampled Respondents 
Females made up eighty-six percent (86.3%) of the respondents.  The age range 
of respondents most frequently reported was 55+ years with an average age of 45.3.  
Respondents reported current employment as 52% Social Worker, 27% Case Manager, 
and 21% other social service positions.  About ninety-five percent (95.3%) of the 
respondents held at least a four-year college degree, with 59.1% holding masters, and 
27.2% holding postgraduate degrees.  Over 60% of the respondents experienced 
continuous employment with his or her current employer for a minimum of 3-5 years.  
Only 3.2% of the respondents spent less than one year with his or her current employer.  
The average hours of job training through current employers was 61.3.  The average 
tenure time for respondents in the social service field was 13.3 years with 33.6% with 
20+ year’s tenure.  See Table 4.6 below for a complete profile breakdown. 
 
Table 4.6 – Sample Demographics (N=533) 
Age of Respondents  
                                        (%) 
Years in the Social Service Field 
                         (%)                                            (%) 
< 19 0.0 >1 3.2 10-11 8.4 
20-29 12.2 1 3.0 12-15 13.7 
30-34 12.6 2 3.8 16-20 8.6 
35-44 19.6 3-5 13.3 > 20 33.6 
45-54 25.0 6-9 12.2   
> 55 30.0 
 
    
Mean Age = 45.3*  Mean Years in Field = 13.3 
Education Level 
                                       (%) 
Years of Employment in Current Position 
                          (%)                                            (%) 
Post Grad 27.2 < 1 18.0 10-11 5.1 
Masters 59.1 1 10.1 12-15 6.2 
College Grad 9.0 2 11.8 16-20 3.4 
Some College / 
Technical School 
4.5 3-5 26.8 > 20 6.0 
High School Grad 0.2 6-9 12.6   
Some High School 0.0 
 
Mean Value = 5.7 
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Gender 
                                                 (%) 
 Number of Hours of Job-Related Training with 
Current Employer  
                               (%)                                     (%) 
  Male 13.7  < 10 13.1 61-70 2.8 
Female 86.3  11-20 11.3 71-80 3.2 
   21-30 7.7 81-90 2.4 
   31-40 8.3 91-100 3.0 
   41-50 7.3 > 100 37.1 
   51-60 3.8   
   Mean Value = 61.3 
Note: Data not provided by 2 respondents for demographics 
 
Scale Measurement Purification 
Exploratory Factor Analyses – Results 
Data from a random sample of 260 of the 533 respondents was subjected to 
exploratory factor analysis (EFA) to assess the measurement properties of the latent 
variables used in this study.  Estimation of factor loadings, items to retain, and underlying 
structure of items were determined using SPSS® 13.1 Principal Components Analysis 
with an Oblim rotation (Hair, Jr. et al., 1998).  Data for this study met the methodological 
assumptions for performing an EFA (Hatcher, 1994).  However, indicators for the 
Intention to Switch Positions within the Organization construct violated the 
interpretability criteria for EFA of a minimum of three indicators.  Therefore, Intention to 
Switch Positions within the Organization was not subjected to exploratory factor analysis 
and only scale reliability was reported in Table 4.7 below.  The following set of decision 
rules functioned as a guide for removal or retention of a proposed indicator: 
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1. A substantial amount of anti-imaging correlations >.30 may indicate 
that there are no “true” underlying factors – Decision: Do not subject 
data to an EFA and report only scale reliability. 
 
2. Interpretation of rotated factor pattern: Based on the sample size of 
260, any manifested indicator having a factor loading of >.35 which 
does not cross-load with any other factor at >.35 (i.e., demonstrating 
a simple structure of high loadings on one factor and near-zero 
loadings on all other factors) should be retained after determining 
that the indicator’s communality is above acceptable levels.  
Otherwise, remove indicator (Hatcher, 1994). 
 
 
3. If the indicator’s communality is <.50 – Decision: Remove indicator 
(Hair, Jr. et al., 1998). 
 
 
4. If less than two-indicators load on any one factor, remove the 
indicator and resubmit the data to EFA for further analysis. 
 
 
Based on these known and acceptable decision criteria, the following constructs 
required manifested indicator reductions: perceived customer demands (6 to 4), role 
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ambiguity (11 to 10), role conflict (9 to 6), emotional intelligence (15 to 7), job stress (9 
to 6), physical consequences (10 to 8), attitude toward the job (7 to 6), organizational 
consequences (9 to 6), emotional exhaustion frequency (9 to 7), emotional exhaustion 
intensity (9 to 4), and job performance (7 to 5).  The following examples represent some 
of the manifested indicator retention/removal decisions from the EFA: 
 
• Anti-imaging correlations of the job autonomy construct 
demonstrated that three out of three indicators correlate at >.30.  
Therefore, job autonomy was not submitted to EFA and only scale 
reliability was reported in Table 4.7 below. 
 
• Examination of the nine-item emotional exhaustion intensity 
constructs resulted in the removal of indicators EEID and EEIH for 
violating the retention communality criterion.  Indicator EEIF cross 
loaded on two factors (.457/.489) and was removed.  During the 
second factor analysis iteration, EEIA cross loaded at >.35 on two 
factors and was removed.  Examination of a third iteration revealed 
that EEIG (.167) was in violation of the communality criterion and 
was removed.  The four remaining indicators load on one factor with 
loadings >.756 and were retained. 
 
• Through a series of iterative factor analyses of the 15 manifested 
indicators proposed to make up the emotional intelligence construct, 
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two indicators failed to meet the required communality level (EID 
.368 and EIE .425) and were removed.  Indicator EIO cross loaded 
>.35 on two factors and was removed.  During the second iteration, 
one indicator was removed due to cross loading (EIH .644/.540) 
across two factors.  In iteration #3, three items violating the 
communality criterion (EIJ .441, EIN .481, and EIG .337) were 
removed.  From the fourth and fifth iterations (EIO .365) and (EIL 
.392) were removed due to violations of the communality criterion.  
The seven (7) remaining indicators loaded on three separate factors 
with indicator loadings ranging from -.619 to .885 and met all 
criteria for retention. 
 
 
• Three iterative factor analyses of the proposed nine-item role conflict 
construct resulted in the elimination of RCB, RCC, RCE, and RCF 
based on violations of communalities (.392, .462, .417, .391, 
respectively).  RCI was removed based on cross loading at >.35 (.789 
and .429).  The remaining four (4) items loaded on one factor with 
indicator loadings from .587 to .738 and, therefore, were retained. 
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Table 4.7 below presents the EFA key statistics on the final solutions of retained 
indicators for each proposed construct.  For the EFA factor loadings, see Appendix G.  
For other detailed EFA statistics, see Appendix H. 
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Table 4.7 – EFA Key Statistical Results (N=260) 
Constructs CompositeMean 
Std. 
Dev. Mean 
Std. 
Dev. Alpha 
Pilot 
Study 
Items 
EFA 
Items 
Perceived Customer 
Demands 20.63 5.11 5.16 1.28 .904 6 4 
Role Ambiguity 16.84 6.05 1.87 0.67 .862 11 10 
Role Conflict 14.82 6.22 3.71 1.55 .828 9 4 
Role Overload 2127 6.57 4.25 1.31 .887 5 5 
Emotional Labor 
Display 11.44 5.09 2.29 1.02 .788 5 5 
Emotional Labor 
 Effort 17.79 7.48 3.56 1.50 .859 5 5 
Job Autonomy 16.24 3.97 5.51 1.32 .906 3 3 
Emotional  
Intelligence 43.52 5.90 5.44 .738 .700 15 7 
Job Stress 18.18 7.82 3.03 1.30 .807 9 6 
Emotion-Focused 
Coping – Frequency 16.58 4.67 4.15 1.67 .803 4 4 
Emotion-Focused 
Coping – Effectiveness 23.98 3.24 6.00 .81 .781 4 4 
Physical  
Consequences 12.92 4.42 1.62 .55 .802 10 8 
Attitude Toward 
 the Job 29.15 6.37 4.86 1.06 .737 7 6 
Organizational 
Commitment 31.87 7.31 5.31 1.22 .868 9 6 
Overall Job 
Satisfaction 19.77 4.94 4.94 1.24 .842 4 4 
Emotional Exhaustion 
- Frequency 13.01 5.07 2.17 .85 .810 9 7 
Emotional Exhaustion 
– Intensity 13.508 5.01 3.40 1.25 .796 9 4 
Job Performance 29.68 3.35 5.94 .67 .851 7 5 
Intention to Switch 5.38 3.72 2.69 1.86 .881 2 2 
Intention to Leave 8.58 5.57 2.86 1.86 .874 3 3 
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Measurement Model 
Difficulties may arise in obtaining an acceptable fit of a measurement model 
when the model includes >30 indicators as greater number of indicators may often result 
in large chi-square values (Bentler & Choa, 1987).  Therefore, for the purpose of 
examining the proposed measurement model consisting of 102 proposed indicators, 
confirmatory factor analysis (CFA) was performed on six (6) smaller models chosen 
based on the constructs’ relationship to other constructs in the model using SAS® 9.1.  
Each model demonstrates how the latent variables are operationalized by their 
corresponding measured variables, as well as assesses the validity and reliability of the 
measures (Hair, Jr. et al., 1998; Diamantopoulos & Siguaw, 2000). 
 
Model Fit Indices 
The criteria used to identify indicators for retention through confirmatory factor 
analysis (CFA) included:  
 
• Absolute fit indices: If chi square is greater than two times the 
degrees of freedom, then reject the hypothesis of perfect fit and 
examine incremental fit indices (Hatcher, 1994). 
 
• Closeness of fit indices: For large samples (>200) and/or real world 
data, RMSEA is considered one of the most informative fit indices 
(Diamantopoulos & Siguaw, 2000; Hatcher, 1994) [<.05 good fit, 
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between .05 and .08 reasonable fit, between .08 and .10 mediocre fit 
and >.10 poor fit].  Decision: Accept <.10, reject >.10. 
 
 
• When incremental fit indices fall outside acceptable ranges (CFI 
>.90, NNFI >.90) examine standard error values (Hair, Jr. et al., 
1998). 
 
 
• For t-values with zero or near zero standard errors, remove indicator. 
 
 
• Where indicator loadings are non-significant or indicator loadings 
<.35, remove indicator (Hatcher, 1994). 
 
 
• When acceptable standard errors and significant indicator loadings 
are present, but fit indices are not in an acceptable range, examine 
LaGrange modification index of χ2 value reduction for indicator 
removal selection (Hatcher. 1994). 
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• Examine the model for parsimonious fit.  The closer to zero the 
Akaik Information Criterion (AIK) falls, the more parsimonious the 
model.  Accept the model with the lowest AIK that also meets other 
fit indices requirements (Hair, Jr. et al., 1998). 
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See Table 4.8 Below for key CFA statistical results: 
 
Table 4.8 – CFA Key Statistical Results (N=260) Constructs 
 CompositeMean 
Std. 
Dev. Mean 
Std. 
Dev. Alpha 
EFA 
Items 
CFA 
Items 
Perceived Customer 
Demands 20.55 4.84 5.15 1.28 0.895 4 4 
Role Ambiguity 18.622 6.571 1.87 0.677 0.869 10 10 
Role Conflict 14.578 6.127 3.65 1.33 0.828 4 4 
Role Overload 21.280 6.480 4.25 1.31 0.887 5 5 
Emotional Labor 28.857 9.335 2.92 1.02 0.781 10 10 
Job Autonomy 16.471 3.873 5.42 1.32 0.906 3 3 
Emotional  
Intelligence 38.460 5.717 5.49 0.768 0.766 7 7 
Job Stress 17.848 7.622 3.03 1.304 0.802 6 6 
Emotion-Focused 
Coping – Effectiveness 17.931 2.645 6.02 0.851 0.766 4 3 
Emotion-Focused 
Coping – Frequency 12.377 3.640 4.17 1.220 0.802 4 3 
Physical  
Consequences 13.212 4.887 1.62 0.533 0.745 8 8 
Attitude Toward 
 the Job 29.188 6.415 4.85 1.060 0.775 6 6 
Organizational 
Commitment 26.728 5.791 5.37 1.191 0.821 6 5 
Overall Job 
Satisfaction 19.775 5.057 4.93 1.234 0.861 4 4 
Emotional Exhaustion 25.200 8.147 2.78 .889 .838 11 9 
Job Performance 29.694 3.262 5.93 0.667 0.841 5 5 
Intention to Switch 5.450 3.690 2.85 1.855 0.856 2 2 
Intention to Leave 8.574 5.600 2.68 1.855 0.890 3 3 
 
 
 127 
Model Analysis 
Confirmatory factor analysis (CFA) was performed on data from a separate 
sample of 260 respondents randomly selected from a sample of 533 FSSP in the final 
study.  Findings of the seven (7) smaller more manageable models that make up the 
overall model are as follows:  
Model 1 – Proposed Sources of Job Stress consists of six constructs proposed as 
sources of job stress: role ambiguity (3-dimensional), role conflict (unidimensional), role 
overload (unidimensional), perceived customer demands (unidimensional), and emotional 
labor (display – 2-dimensional/effort – unidimensional).  The hypothesis of perfect fit 
was rejected (χ2 4975, p<.0001, df 528).  RMSEA 0.065 (CI90% 0.06 to 0.07) was a 
reasonable fit; therefore, the hypothesis of close fit could not be rejected.  Although 
incremental fit indices (CFI .89 and NNFI .87) were mediocre, with consideration given 
to close fit, the model was acceptable. 
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Measurement Model #1
Legend
EL = Emotional Labor
ELD  = Emotional Labor Display
ELE = Emotional Laobr  Effort
PCD = Perceived Customer Demands
RA = Role Ambiguity
RC = Role Conflict
RO = Role Overload
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 In order to examine job autonomy, the second model, Model 2a – Proposed Job 
Stress Mediating Relationship Variables, combines three proposed constructs: perceived 
customer demands, job autonomy, and job stress.  The hypothesis of perfect fit was 
rejected (χ2 168, p<.0001, df 59).  RMSEA 0.085 (CI90% 0.06 to 0.09) was mediocre; 
however, the hypothesis of close fit was not rejected.  Acceptance was also based on 
other indices within the acceptable range (GFI .91, CFI .94, and NNFI .92) supporting the 
 existence of a sound measurement model (MacCullum et al., 1996; Diamantopoulos & 
Siguaw, 2000). 
 Measurement Model #2a
Legend
PCD = Perceived Customer Demands
JA = Job Autonomy
JS = Job Stress
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Model 2b – Proposed Job Stress Mediating Relationship Variables examines 
three proposed multidimensional constructs: emotional labor (three-dimensional) – 
previously examined, emotional intelligence (three-dimensional), and job stress (two-
dimensional).  Model #2b (χ2 377, p<.0001, df 202) was considered an adequate model 
and the hypothesis that it is a true model was not rejected.  As well, RMSEA 0.057 (CI90% 
0.05 to 0.07) was a reasonable fit and indicates that the hypothesis of close fit could not 
be rejected.  Incremental CFI (.91) falls into the acceptance range supporting the 
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 existence of a good measurement model (MacCullum et al., 1996; Diamantopoulos & 
Siguaw, 2000). 
 
Measurement Model #2b
Legend
EI = Emotional Intelligence
EL = Emotional Labor
ELD = Emotional Laobr Display
ELE = Emotional Lbor Effort
JS = Job Stress
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Model 3 – Proposed Outcome Variables examines physical consequences, attitude 
toward the job, organizational commitment, overall job satisfaction, emotional exhaustion 
frequency, and emotional exhaustion intensity.  Fit indices for this 32-indicator model fell 
outside acceptable ranges for all indicators and demonstrated a high AIK (135.05).  
Therefore, indicator loadings, standard errors, and t-values were examined.  However, no 
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significant problems were found with indicator loadings, standard errors, and t-values.  
Thus, the LaGrange modification index was examined to determine if the chi-square 
would improve if an indictor influencing more than one factor was reassigned or 
completely dropped.  Based on this index, Indicator “A” of emotional exhaustion 
frequency was removed.  Subsequently, the chi square was reduced by 101.56 and other 
indicators improved, as well.  After removing this indicator, a second model was run and 
all indices were re-examined.  Indices were still not in the acceptable range.  Therefore, 
the LaGrange modification index was examined and the removal of Indicator “B” for the 
organizational commitment construct was shown to significantly improve chi square and 
was, therefore, removed.  Although the model improved, it was still outside the 
acceptable parameters.  Upon examination of the third iterative CFA, based on an 
examination of the modification index, Indicator “E” from the emotional exhaustion 
frequency construct was removed.  Fit indices for the respecified model of absolute fit 
demonstrated that the hypothesis of perfect fit was rejected (χ2 891, p<.0001, df 428).  
RMSEA 0.064 (CI90% 0.06 to 0.07) was a reasonable fit and the hypothesis of close fit 
was not rejected.  The incremental fit index was in the mediocre range (CFI = .87); 
however, when considered as part of a global fit, the model was adequate.  An AIK = 
34.57 demonstrated parsimony of the respecified model. 
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Measurement Model #3
Legend
ATJ = Attitude Toward the Job
EE = Emotional Exhaustion
EEF = Emotional Exhaustion Frequency
EEI = Emotional Exhaustion Intensity
OC = Organizational Commitment
OJS = Overall Job Satisfaction
PC = Physical Consequences
E14
ATJF
ATJG
E13
L?
L?
PCC
PCD
E1
E2
L?
L?
PCIE3
L?
PCE
PCG
E4
E5
L?
L?
F1
PC
VAR=1
PCB
PCF
E6
E7
L?
L?
PCHE8
L?
ATJD
ATJE
E11
E12
L?
L?
ATJB
ATJAE9
E10
L?
L?
F2
ATJ
VAR=1
OJSI
OJSJ
E20
E21
L?
L?
L?
F4
OJS
VAR=1
OJS
H
E22
OJS
K
L?
E23
EEF
F E26
L?
L?
EEF
C
EEF
B E24
E25
L?
EEF
G E27
L?
EEIE E31
L?
L?
EEIC
EEIB E29
E30
L?
L?
F5
EE
VAR=1 EEFI E28
C?
C?
C?
C?
C?
OOC
E
OOC
F
E15
E16
F3
OOC
VAR=1
OOC
G E17
OOC
H
L?
L?
L?
E18
L?
L?
OOC
I
E19
EEII E32
L?
C?
C? C?
C?
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 Fully accessing the mediating relationships of emotion-focused coping on the five 
outcome variables required running two separate CFA models.  Trying to access these 
relationships with one CFA model violated variable parameter limitations for 
confirmatory factor analysis.  Hence, Model 4a represents mediating relationships of 
emotion-focused coping and the two proposed new constructs, physical consequences 
and attitude toward the job.  Model 4b depicts the proposed mediating relationship of 
emotion-focused coping on organizational commitment, overall job satisfaction, and 
emotional exhaustion. 
Model 4a – Proposed Outcome Mediating Relationships examines emotion-
focused coping along with the previously examined constructs, physical consequences 
and attitude toward the job.  Due to a lack of model fit in the first two iterative factor 
analyses, a decision to remove Indicator “C” from the emotion-focused coping frequency 
dimension and Indicator “A” from emotion-focused coping intensity dimension was 
based on the LaGrange modification index.  The respecified model demonstrated that the 
hypothesis of perfect fit was rejected (χ2 312, p<.0001, df 149).  However, RMSEA 
0.055 (CI90% 0.06 to 0.08) indicated a reasonable fit and the hypothesis of close fit was 
not rejected.  A good incremental fit (CFI = .90) provided additional assurance of a good 
model.  An AIK of 14.76 demonstrated greater parsimony than two prior models (AIK1 = 
262, AIK2 = 137). 
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Measurement Model #4a
L?
Legend
ATJ = Attitude Toward the Job
EFC = Emotion-Focused Coping
EFCE = Emotion-Focused Coping Extent of Use
EFCF = Emotion-Foucsed Coping Frequency of Use
PC = Physical Consequences
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Model 4b – Proposed Outcome Mediating Relationships examines emotion-
focused coping and outcome constructs of organizational commitment, overall job 
satisfaction, and emotional exhaustion.  The model demonstrates that the hypothesis of 
perfect fit is rejected (χ2 473, p<.0001, df 168).  However, RMSEA 0.08 (CI90% 0.06 to 
0.08) indicated a reasonable fit and the hypothesis of close fit was not rejected.  A 
mediocre incremental fit (CFI = .84) provided additional assurance of an acceptable 
model.  
Measurement Model #4b
Legend
EFC = Emotion Focused Coping
EFCE = Emotion-Focused Copintg Effectivenss of Use
EFCF = Emotion-Foucsed Coping Frequency of  Use
OOC = Overall Organizational Committment
OJS = Overall Job Satisfaction
EE = Emotional Exhaustion
EEF = Emotional Exhaustion Frequency
EEI = Emotional Exhaustion Intensity
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           In the final model, Model #5 – Proposed Performance/Intentions Relationships, 
three constructs (i.e., job performance, intention to switch positions within the 
organization, and intention to leave the organization) were examined.  The hypothesis of 
perfect fit was rejected (χ2 1435, p<.0001, df 45).  RMSEA 0.05 (CI90% 0.05 to 0.09) was 
a good fit and the hypothesis of absolute fit was not rejected.  Acceptance was also based 
on other indices within the acceptable range (GFI .95, CFI .96, and NNFI .95) supporting 
the existence of a sound measurement model (MacCullum et al., 1996; Diamantopoulos 
& Siguaw, 2000).  The AIK for this model was very low (13.62) indicating a 
parsimonious model (Hatcher, 1994). 
Legend
ITL = Intention to Leave
ITS = Intention to Switch Postions
JP = Job Performance
Measurement Model #5
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Reliability 
The scales used to capture the data for all the major constructs were statistically 
reliable.  Reliabilities of the constructs are considered critical (Gerbing & Anderson, 
1988).  For each of the key constructs, Cronbach’s alphas were greater than .76 
demonstrating that there is overall internal consistency within the respective scale 
indicators measuring a particular construct.  Furthermore, the findings indicate 13 out of 
18 constructs had alphas greater than .80.  In addition, composite reliability values 
associated with each of the model’s key constructs suggest strong internal consistency 
among the indicators measuring each composite value, with all constructs having a 
composite reliability value of  >.755.  Further support was found by examining the 
average variance extracted within each construct.  Fifteen (15) out of the 18 constructs 
have average variance extracted >.51 demonstrating that the indicators are truly 
representative of the latent construct (Hair, Jr. et al., 1998).  The average variance 
extracted was slightly lower for three constructs [i.e., attitude toward the job (.455), 
emotional intelligence (.451), and physical consequences (.493)].  See Table 4.9 below 
for extracted variance and reliability scores.  Overall, the reliability results for each of the 
constructs were encouraging. 
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Table 4.9 – Scale and Construct Reliabilities and Variance Assessments: Measurement 
Model 
 
Construct Cronbach’s α 
Composite 
Reliability 
Average Percent of 
Variance Extracted 
Perceived Customer Demand (PDC) 0.895 0.906 0.597 
Role Ambiguity (RA) 0.869 0.927 0.561 
Role Conflict (RC) 0.828 0.828 0.553 
Role Overload (RO) 0.887 0.870 0.621 
Emotional Labor (EL) 0.781 0.932 0.960 
Emotional Intelligence (EI) 0.766 0.843 0.451 
Job Autonomy (JA) 0.906 0.881 0.769 
Emotion-Focused Coping
 (Effectiveness Dimension) (EFCE) 0.766 0.755 0.514 
  (Frequency Dimension) (EFCF) 0.774 0.778 0.553 
Job Stress (JS) 0.802 0.891 0.579 
Physical Consequences (PC) 0.802 0.871 0.493 
Attitude Toward the Job (ATJ) 0.775 0.806 0.455 
Overall Job Satisfaction (OJS) 0.861 0.852 0.594 
Overall Organizational  
Commitment (OOC) 0.821 0.834 0.506 
Emotional Exhaustion (EE) 0.838 0.922 0.531 
Job Performance (JP) 0.841 0.851 0.795 
Intention to Switch Positions (ITS) 0.856 0.885 0.795 
Intention to Leave (ITL) 0.890 0.887 0.730 
Note: Significant Level = .001 
 
Convergent Validity 
 Convergent validity indicates that a construct’s specified indicators are, in fact, 
correlating with their respective constructs.  Table 4.10 summarizes the standardized 
factor loadings of each indicator theoretically associated with each construct.  For 
example, for the role ambiguity construct, the standardized factor loadings of the six (6) 
indicators for the dimension “company expectations” illustrate convergent validity in the 
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sense that those six (6) loadings represent strong measures of the “company expectations” 
dimension and not measures of either of the other two dimensions (i.e., workload or 
customer interaction).  The results suggest evidence of convergent validity for each 
construct with indicator loadings (λ) ranging from .48 to .97 significant at (<0.001) (t-
values > 3.291) (e.g., Diamantopoulos & Siguaw, 2000).  
 
Table 4.10 – Final Measurement Models – Factor Loadings 
odel #1 – Proposed Sources of Job Stress 
onstruct and Scale Items 
tandardized 
actor 
oadings (λ) 
-Statistics 
ercent of 
ariance 
xplained 
Role Ambiguity (Composite Reliability = .927) 
D
H
o . 1 .49 
imension: Company Expectations  
ow I am expected to handle my customers’ 
bjections is … ® 70 2.29 
H
a . 1 .59 
W
t . 1 .64 
W
h . 1 .45 
T
a . 1 .52 
H
i . 1 .57 
ow I am expected to handle unusual problems 
nd situations is … ® 77 4.04 
hich specific company strengths I should present 
o customers is … ® 80 5.05 
hich specific service benefits I am expected to 
ighlight for customers is… ® 67 1.71 
he actions required in meeting customers’ needs 
re … ® 72 2.88 
ow much service I should provide my customers 
s … ® 77 4.13 
Role Ambiguity 
Dimension: Work Load 
T . 1 .he amount of work I am expected to do is … ® 92 3.56 85 
H . 1 .ow much work I am expected to do is … ® 71 0.78 50 
Role Ambiguity 
Dimension: Customer Interaction 
H
c . 1 .59 
ow I am expected to interact with my 
ustomers… ® 77 0.60 
H
t .62 9.02 .38 
ow I should behave (with customers) while on 
he job is … ® 
Role Conflict (Composite Reliability = .828) 
I
d . 1 .38 
 have to do things that I believe should be done 
ifferently. 62 0.47 
I
e . 1 .40 
I
c . 1 .69 
I . 1 .
 usually receive incompatible requests from 
ither customers or my supervisors. 63 0.65 
 receive assignments without the manpower to 
omplete them. 83 5.45 
 receive assignments without adequate 86 6.01 74 
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resources/material to execute them. 
Role Overload (Composite Reliability = .870) 
M . 1 .y job requires me to work very fast. 77 4.12 59 
M . 1 .
M
d . 1 .67 
T . 1 .
I . 1 .
y job requires me to work very hard. 84 6.19 71 
y job leaves me with little time to get things 
one. 82 5.44 
here is a great deal of work to be done. 81 5.32 66 
 have to do more work than I can do well. 69 2.29 48 
Perceived Customer Demands (Composite Reliability = .906) 
I . 1 .n terms of quality, the customers I serve are … 76 3.97 58 
C . 1 .
C
o . 1 .77 
C
s . 1 .74 
ustomers’ expectations for service are … 86 6.71 74 
ustomers’ expectations that the services 
ffered will meet his or her needs are … 88 7.52 
ustomers’ expectations for delivery level of 
ervice quality are  … 86 6.91 
Emotional Labor (Composite Reliability = .932) 
Dimension: Display Expectation of Behavior 
…
f
s
. 1 .53 
 I am expected to make an effort to actually 
eel the emotions that management believes I 
hould feel. 
73 2.74 
…
t . 1 .76 
…
e . 1 .59 
 I am expected to try to actually experience 
he emotions that I must show on the job. 87 5.89 
I am expected to really try to feel the 
motions I have to show as part of my job. 77 3.57 
Emotional Labor  
Dimension: Display Required Behavior 
…
t . 1 .71 
 I am required to pretend to have emotions 
hat I don’t really have. 84 2.14 
…
s . 9 .40 
 I am required to hide my true feelings about a 
ituation. 63 .54 
E  motional Labor   
Dimension: Effort 
F . 1 .ake the emotions I show customers. 69 2.00 48 
T
w . 1 .64 
S
c . 1 .46 
C
m . 1 .67 
A
p . 1 .58 
alk myself out of feeling what I really feel 
hen helping customers. 80 4.69 
ummon up the feelings I need to show to 
ustomers. 68 1.74 
hange my actual feelings to match those that I 
ust express to customers. 82 5.00 
ttempt to create certain emotions in myself that 
resent the image my organization desires. 76 3.59 
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Model #2a – Proposed Job Stress Mediating Relationship Variables 
Construct and Scale Items 
Standardized 
Factor 
Loadings (λ) 
t-Statistics 
Percent of 
Variance 
Explained 
Perceived Customer Demands (Composite Reliability = .906) 
In terms of quality, the customers I serve are … .76 13.92 .58 
Customers’ expectations for service are … .86 16.80 .74 
Customers’ expectations that the services offered will 
meet his or her needs are … .88 17.51 .77 
Customers’ expectations for delivery level of service 
quality are  … .86 16.77 .74 
Job Autonomy (Composite Reliability = .881) 
... decide how to go about doing my work. .88 17.56 .77 
… use my personal initiative or judgment in carrying 
out the work. .91 18.54 .83 
… have the opportunity for independence and 
freedom in how I do my work. .84 16.34 .71 
Job Stress (Composite Reliability = .891) 
Dimension: Anxiety   
I often feel fidgety or nervousness as a result of my 
job. .84 12.73 .71 
My job irritates me more than it should. .73 15.27 .53 
On the job, there are lots of times when my job drives 
me right up a wall. .83 13.53 .69 
Sometimes, when I think about my job I get a tight 
feeling in my chest. .76 11.27 .58 
Job Stress 
Dimension: Time Pressure   
I sometimes dread the telephone ringing at home 
because the call might be job-related. .66   8.64 .44 
I frequently get the feeling I am married to the 
company. .73   9.23 .53 
 
 
Model #2b – Proposed Job Stress Mediating Relationship Variables 
Construct and Scale Items Standardized  Factor Loadings (λ) t-Statistics 
Percent of 
Variance
Explained 
 
Emotional Labor  (Composite Reliability = .932) 
Dimension: Display Expectation of Behavior   
… I am expected to make an effort to actually feel 
the emotions that management believes I should 
feel. 
.73 
 
12.65 
 
.53 
… I am expected to try to actually experience the 
emotions that I must show on the job. .88 16.19 .77 
…I am expected to really try to feel the emotions I 
have to show as part of my job. .76 13.32 .58 
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Emotional Labor  
Dimension: Display of Required Behavior   
… I am required to pretend to have emotions that I 
don’t really have. .79 11.92 .62 
… I am required to hide my true feelings about a 
situation. .67 10.28 .45 
Emotional Labor  
Dimension: Effort 
Fake the emotions I show customers. .69 12.02 .48 
Talk myself out of feeling what I really feel when 
helping customers. .80 14.66 .64 
Summon up the feelings I need to show to 
customers. .68 11.83 .46 
Change my actual feelings to match those that I
must express to customers.
 
 
 
.81 14.97 .66 
Attempt to create certain emotions in myself that
present the image my organization desires. .76 13.55 .58 
Emotional Intelligence (Composite Reliability = .843) 
Dimension: Management Self   
Generally when I feel angry, I am… .63   8.06 .40 
My ability to control my emotions is… .76   9.06 .58 
Emotional Intelligence 
Dimension: Perception Self 
My ability to figure out the reasons behind my 
different emotions is… .62   7.43 .38 
Differentiating between emotions I experience is… .85   9.22 .72 
Emotional Intelligence 
Dimension: Management/Perception Others   
Recognizing emotions that I experience in a 
particular situation is… ® .48   6.22 .23 
When it comes to other peoples’ feelings at work, 
acknowledging their feelings is… .58   7.29 .34 
Examining the feelings, thoughts, and actions of
others is…® 
 .48   6.19 .23 
Job Stress (Composite Reliability = .891) 
Dimension: Anxiety   
I often feel fidgety or nervousness as a result of my 
job. .73 12.91 .53 
My job irritates me more than it should. .85 15.67 .72 
On the job, there are lots of times when my job
drives me right up a wall.
 
 .75 13.36 .56 
Sometimes, when I think about my job, I get a tight 
feeling in my chest. .65 10.97 .42 
Job Stress 
Dimension: Time Pressure   
I sometimes dread the telephone ringing at home
because the call might be job-related. 
 .73 10.06 .53 
I frequently get the feeling I am married to the .65   9.17 .42 
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company. 
Model #3 – Proposed Outcome Variables 
Construct and Scale Items  
  
 
 
Standardized 
Factor
Loadings (λ)
t-
Statistics
Percent of
Variance
Explained 
Physical Consequences (Composite Reliability = .871) 
Dimension: Digestive  
Diarrhea   .65 10.33 .42
Constipation   
   
.75 12.21 .56
Stomach cramps (not menstrual) .68 10.82 .46
Physical Consequences 
Dimension: Emotional  
Headache   .68   9.90 .46
Loss of appetite   .71 10.17 .50
Physical Consequences 
Dimension: Cardiovascular 
Chest pain .70 11.50  .49
Heart pounding when not exercising   
   
.70 11.38 .49
Shortness of breath .74 12.18 .55
 
Attitude Toward the Job (Composite Reliability = .806) 
Dimension: Overall 
Being enthusiastic about my job is… ®  .75 13.65 .56 
My job tends to be… .75 13.86 .56 
Overall working conditions are… ®  .64 11.24 .41 
Overall I see my job as… .66 11.55 .44 
Attitude Toward the Job 
Dimension: Boss 
Feedback from my superiors is… ®  .66   8.83 .44 
Overall, communications with my boss are… .57   7.97 .32 
Organizational Commitment (Composite Reliability = .834) 
I am embarrassed to tell others that I am part of the 
organization. ®  .66 11.41 .44 
This organization really inspires the very best in 
me in the way of job performance. .69 11.98 .48 
I am extremely glad that I chose this organization 
to work for over others I was considering at the 
time I joined. 
.86 16.43 .74 
I do not care about the fate of this organization. ®  .61 10.39 .37 
For me, this is the best of all possible organizations 
for which to work. .71 12.62 .50 
Overall Job Satisfaction (Composite Reliability = .852) 
Compared to your ideal job, your current job is… .62 10.66 .38 
To what extent does your current job match your 
expectations when you took it … .76 13.90 .58 
What is your overall satisfaction/dissatisfaction .81 15.35 .66 
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with your current job … 
Your overall feeling about your job would be… .87 17.04 .76 
Emotional Exhaustion (Composite Reliability = .922) 
Dimension: Frequency 
I feel used up at the end of the workday. .81   9.38 .66 
When I get up in the morning to face another day 
on the job I feel tired. .66 12.87 .44 
I feel frustrated with my job. .72 11.62 .52 
I feel I am working too hard on my job. .73 11.40 .53 
I feel like I’m at the end of my rope with my job. .93   5.71 .87 
Emotional Exhaustion  
Dimension: Intensity  
How do you feel at the end of the workday? ®  .79 10.52 .62 
How do you feel in the morning knowing you have 
to face another day on the job? .67 13.37 .45 
How burned out do you feel from your work? ® .80 10.22 .64 
How does your job make you feel? .64 13.90 .41 
 
 
Model #4 – Proposed Outcome Mediating Relationships 
Construct and Scale Items 
Standardized  
Factor  
Loadings (λ) 
t-Statistics 
Percent of 
Variance 
Explained  
Emotion-Focused Coping Frequency (Composite Reliability = .778) 
Turn to hobbies /pastimes. .48   7.50 .23 
Talk to understanding friends. .83 14.14 .69 
Seek social support. .86 14.68 .74 
Emotion-Focused Coping Effectiveness (Composite Reliability = .755) 
Talk to understanding friends. .83 13.65 .69 
Expand interests/activities outside of work.  .54   8.37 .29 
Seek social support. .75 12.29 .56 
Physical Consequences (Composite Reliability = .871) 
Dimension: Digestive  
Diarrhea .64 10.13 .58 
Constipation .76 12.30 .58 
Stomach cramps (not menstrual) .68 10.89 .46 
Physical Consequences 
Dimension: Emotional  
Headache .66   9.28 .44 
Loss of appetite .73   9.92 .53 
 145 
 
Physical Consequences 
Dimension: Cardiovascular 
Chest pain .70 11.34 .49 
Heart pounding when not exercising .70 11.44 .49 
Shortness of breath .74 12.21 .55 
Attitude Toward the Job (Composite Reliability = .806) 
Dimension: Overall 
Being enthusiastic about my job is… ®  .79 13.86 .62 
My job tends to be… .77 13.22 .59 
Overall working conditions are… ®  .59   9.44 .35 
Overall I see my job as… .64 10.46 .41 
Attitude Toward the Job 
Dimension: Boss 
Feedback from my superiors is… ®  .64   7.24 .41 
Overall, communications with my boss are… .59   6.97 .35 
 
 
Model #5 – Proposed Performance/Intentions Relationships 
Construct and Scale Items 
Standardized 
Factor 
Loadings (λ) 
t-Statistics 
Percent of 
Variance 
Explained 
Job Performance (Composite Reliability = .851) 
Telling the customer the straight facts rather telling 
them what they want to hear. .69 11.94 .48 
Performing your job dependably/ accurately. .72 12.61 .52 
Servicing the account with the customer’s best 
interest in mind. .78 13.93 .61 
Listening attentively to identify as well as 
understand the concerns of customers. .78 14.15 .61 
Working out solutions to each customer’s questions 
or concerns. .68 11.72 .46 
Intention to Switch (Composite Reliability = .885) 
I will actively look for another position within this 
organization .94 11.79 .88 
I plan to switch positions within the organization. .84 11.05 .71 
Intention to Leave (Composite Reliability = .887) 
I will actively look for a job with another company. .93 18.93 .87 
I plan to switch companies. .97 20.26 .94 
I plan to work for my current employer. ®  .62 10.89 .38 
Note: All loadings are significant at α = 0.001.  
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Discriminant Validity 
Assessing discriminant validity is important in efforts to ensure distinctiveness 
between the model’s key constructs.  The determination of discriminant validity between 
the constructs aids in ensuring that the scale indicators used in measuring one particular 
construct are distinctively different than indicators used in measuring another construct.  
The correlation coefficients displayed in Table 4.11 represent the degree of 
interrelationship between the standardized mean value measures of each of the key 
constructs.  The results suggest the existence of acceptable distinctiveness between all of 
the constructs.  For example, the magnitude of the interrelationship among the proposed 
sources of job stress, the “perceived customer demands” construct, and the construct of 
“role ambiguity” is -.262 which suggests that the scale indicators used to assess 
“perceived customer demands” are distinctively different from those indicators used to 
measure “role ambiguity.” 
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Constructs Mean  SD Eigen- Value * 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 
1 Perceived Customer Demands 5.15 1.28 3.112 .906               
   
2 ole Ambiguity 1.87 .677 
4.990 
1.236 
1.028 
-.262 R .927              
   
3 ole Conflict 3.65 1.33 2.637 .029 .206 R .828                
4 ole Overload 4.25 1.31 3.455 .287 -.017 .311 R .870               
5 motional Labor 2.92 1.02 
2.769 
1.103 
3.212 
.160 .053 .268 .273 E .932           
   
6 Job Autonomy 5.42 1.32 2.534 -.052 -.137 -.231 -.145 -.314 .881             
7 motional Intelligence 5.49 .768 
3.160 
1.494 
1.119 
.024 -.196 -.043 .090 -.095 .225 E .843         
   
8 ob Stress 3.03 1.304 3.394 1.048 .104 .174 .450 .421 .350 -.354 -.193 J .891        
   
9 Emotion-Focused Coping ffectiveness 6.02 .851 1.900 -.031 -.141 -.122 .042 .066 .171 .141 -.089 E .755       
   
10 Emotion-Focused Coping equency 4.17 1.220 2.439 .012 -.060 -.084 .154 .106 .003 .119 -.059 .413  Fr .778      
   
11 hysical Consequences 1.62 .553 
3.371 
1.122 
1.001 
.166 .057 .256 .343 .218 -.244 -.033 .524 -.064 -.100  P .871     
   
12 ttitude Toward the Job 4.85 1.06 2.726 1.148 -.029 -.280 -.381 -.316 -.234 .484 .255 -.596 .112 .061 -.307  A .806    
   
13 verall Organization mmitment 5.37 1.191 3.639 .007 -.300 -.302 -.114 -.158 .412 .171 -.412 .162 .037 -.242 .677  Co
O .834   
   
14 verall Job Satisfaction 4.93 1.234 2.755 -.054 -.292 -.295 -.246 -.238 .433 .178 -.567 .086 .034 -.292 .724 .611  O .852     
15 motional Exhaustion 2.78 .889 4.741 3.687 .097 .178 .460 .380 .296 -.310 -.088 .676 -.070 -.014 .493 -.666 -.460 -.594  E .922 
   
16 ob Performance 5.93 .667 3.158 .127 -.376 -.145 .052 -.066 .244 .335 -.128 .187 .156 -.056 .294 .290 .263 -.078  J .851 
  
17 tention to Switch Positions ithin the Organization 2.85 1.855 1.789 .086 .246 .237 .110 .145 -.331 -.122 .335 -.008 .021 .244 -.508 -.630 -.588 .412 -.223  
In
w .885 
 
18 ntention to Leave the rganization 2.68 1.855 2.402 .017 .098 .128 .087 .214 -.220 -.100 .185 -.055 -.030 .143 -.198 -.100 -.268 .165 -.131 .246   O
I .887 
 
 
Table 4.11 – Degree of Interrelationship Between Constructs 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Note.  Scale composite reliabilities are on the diagonal. N =260 
*Multiple eigenvalues are reported for constructs that were shown to be multidimensional. 
 Construct Validation 
Construct validity seeks agreement between the theoretical concept and the 
operational measurement of the construct.  In assessing construct validity, discriminant 
and convergent validity enhances interpretation of construct validity.  As presented 
above, results from examining convergent and discriminant validity demonstrate 
construct validation. 
 
Hypotheses Testing 
 This section provides highlights of the analysis and results of testing the 
hypothesized relationships summarized in Table 4.12. 
 
Table 4.12 – Summary of Findings of Proposed Hypotheses 
 
Testable Hypotheses Relationships Decision 
H1: Role ambiguity (RA) has a significant positive impact in 
creating FSSP job stress (JS). RA ? JS Accept 
H2:  Role conflict (RC) has a significant positive impact in 
creating FSSP job stress (JS). RC ? JS Accept 
H3: Role overload has a significant positive impact in creating 
FSSP job stress (JS). RO ? JS Accept 
H4: Job autonomy (JA) mediates the relationship between 
perceived customer demands (PCD) and job stress (JS) 
such that job autonomy (JA) reduces the impact of 
perceived customer demands (PCD) on job stress (JS). 
PCD ?JA ? JS Reject 
H5: Emotional intelligence (EI) significantly mediates the 
relationship between emotional labor (EL) and job stress 
(JS) such that it reduces the impact of emotional labor 
(EL) on job stress (JS). 
EL ? EI ? JS Accept 
H6: The stronger the presence of job autonomy (JA), the less 
likely FSSP will engage in emotion-focused coping 
(EFC). 
JA? EFC Accept 
H7a: There is a significant relationship between emotional 
intelligence (EI) and emotion-focused coping 
effectiveness (EFCE). 
EI? EFCE 
 Accept 
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H7b: There is a significant relationship between emotional 
intelligence (EI) and emotion-focused coping frequency 
(EFCF). 
EI? EFCF 
 Reject 
H8a: Emotion-focused coping effectiveness (EFCE) 
significantly mediates the positive relationship between 
job stress (JS) and emotional exhaustion (EE) such that it 
reduces the impact of job stress (JS). 
JS ? EFCE ? EE Reject 
H8b: Emotion-focused coping frequency (EFCF) significantly 
mediates the positive relationship between job stress (JS) 
and emotional exhaustion (EE) such that it reduces the 
impact of job stress (JS). 
JS ? EFFC ? EE Reject 
H9a: Emotion-focused coping effectiveness (EFCE) 
significantly mediates the negative relationship between 
job stress (JS) and attitude toward the job (ATJ) such that 
it reduces the impact of job stress (JS). 
JS? EFCE ? ATJ Reject 
H9b: Emotion-focused coping frequency (EFCF) significantly 
mediates the negative relationship between job stress (JS) 
and attitude toward the job (ATJ) such that it reduces the 
impact of job stress (JS). 
JS? EFCF ? ATJ Reject 
H10a: Emotion-focused coping effectiveness (EFCE) 
significantly mediates the negative relationship between 
job stress (JS) and overall job satisfaction (OJS) such that 
it reduces the impact of job stress (JS). 
 
JS ? EFCE ? OJS Reject 
H10b: 
Emotion-focused coping frequency (EFCF) significantly 
mediates the negative relationship between job stress (JS) 
and overall job satisfaction (OJS) such that it reduces the 
impact of job stress (JS). 
 
JS ? EFCF ? OJS Reject 
H11a: Emotion-focused coping effectiveness (EFCE) 
significantly mediates the negative relationship between 
job stress (JS) and overall organizational commitment 
(OOC) such that it reduces the impact of job stress (JS). 
JS ? EFCE ? 
OOC Accept 
H11b: Emotion-focused coping frequency (EFCF) significantly 
mediates the negative relationship between job stress (JS) 
and overall organizational commitment (OOC) such that 
it reduces the impact of job stress (JS). 
JS ? EFCF ? OOC Reject 
H12a: Emotion-focused coping effectiveness (EFCE) 
significantly mediates the positive relationship between 
job stress (JS) and physical consequences (PC) such that 
it reduces the impact of job stress (JS). 
JS ? EFCE ? PC Accept 
H12b: Emotion-focused coping frequency (EFCF) significantly 
mediates the positive relationship between job stress (JS) 
and physical consequences (PC) such that it reduces the 
impact of job stress (JS). 
JS ? EFCF ? PC Reject 
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HO13: 
H18: Overall organizational commitment (OOC) has a 
significant positive influence on job performance (JP). OOC ? JP Accept 
H19: Emotional exhaustion (EE) has a significant negative 
influence on job performance (JP). EEF ? JP Accept 
H20: Physical consequences (PC) have a significant negative 
influence on job performance (JP). PC ? JP Accept 
H21: Job performance (JP) has a significant negative influence 
on intention to switch positions within the organization 
(ITS). 
JP ? ISP Accept 
H22: Intention to switch positions (ITS) within an organization 
and intention to leave an organization (ITL) are 
correlated. 
ISP ? ITL Accept 
H23: JP ? ITL Job performance (JP) has a significant negative influence on intention to leave the organization (ITL). Accept 
H15: Overall organizational commitment (OOC), overall job 
satisfaction (OJS), and emotional exhaustion (EE) are 
significantly correlated with each other. 
 
 
 
H15a: Overall organizational commitment (OOC) is 
significantly correlated with overall job satisfaction 
(OJS). 
OOC ? ? OJS Accept 
H15b: Overall organizational commitment (OOC) is 
significantly correlated with emotional exhaustion (EE). OOC ? ? EE 
Accept 
H15c: 
Overall job satisfaction (OJS) is significantly correlated 
with emotional exhaustion (EE). OJS ? ? EE 
Accept 
H16: Attitude toward the job (ATJ) has a significant positive 
influence on FSSPs’ job performance (JP). ATJ ? JP 
Accept 
H17: Overall job satisfaction (OJS) has a significant influence 
on job performance (JP). OJS ? JP Accept 
HO14: Physical consequences are not significantly correlated 
with outcome variable (OV) of overall organizational 
commitment (OOC), overall job satisfaction (OJS), or 
emotional exhaustion (EE). 
PC ?? OV 
 
Reject 
HO14a: Physical consequences (PC) are not significantly 
correlated with overall organizational commitment 
(OOC). 
PC ? ? OOC 
Reject 
HO14b: Physical consequences (PC) are not significantly 
correlated with overall job satisfaction (OJS). PC ? ? OJS 
Reject 
HO14c: Physical consequences (PC) are not significantly 
correlated with emotional exhaustion (EE). PC ? ? EE 
Reject 
HO13c: Attitude toward the job (ATJ) is not significantly 
correlated with physical consequences (PC). ATJ ?? PC 
Reject 
HO13d: Attitude toward the job (ATJ) is not significantly 
correlated with emotional exhaustion (EE). ATJ ?? EE 
Reject 
Attitude toward the job (ATJ) is not significantly 
correlated with other outcome variables in the model.   
HO13a: Attitude toward the job (ATJ) is not significantly 
correlated with overall organizational commitment 
(OOC). 
ATJ ?? OOC Reject 
HO13b: Attitude toward the job (ATJ) is not significantly 
correlated with overall job satisfaction (OJS). ATJ ?? OJS Reject 
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Sources of Job Stress 
H1:  Role ambiguity (RA) has a significant positive impact in creating 
FSSP job stress (JS). 
 
H2:  Role conflict (RC) has a significant positive impact in creating FSSP 
job stress (JS). 
 
H3:  Role overload (RO) has a significant positive impact in creating 
FSSP job stress (JS). 
 
The model conceptualizes that job stress has five antecedents, two of which were 
mediated by other relationships.  To test H1 through H3 above, a regression analysis was 
conducted of the three proposed sources of job stress (i.e., role ambiguity, role conflict, 
role overload) regressed simultaneously as independent variables to estimate their impact 
on FSSP job stress.  The regression results indicated that these three sources were 
statistically significant and explain 30.9% percent of the variance of job stress 
(Unadjusted R2 = 0.309; F =78.877, p<0.0001).  In other words, when any one of these 
sources of job stress is reported by FSSP as high, then job stress is also expected to be 
high.  Therefore, H1 through H3 were supported.  Table 4.13 below shows the significance 
values of the regression coefficients.  
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Mediating Relationships 
When testing any mediating effect for this study, the four-step process advocated 
by Baron and Kenny (1986) is employed.  With this method, four regression analyses 
were conducted to examine complete mediation: 1) to find if the total effect of the 
independent variable on the dependent variables is significant, 2) to determine if the path 
from the independent variable to the mediator is significant, 3) to determine if the 
mediator has a significant unique effect on the dependent variable, and 4) to determine if 
the independent variable is associated with the dependent variable after the mediator 
variable is controlled.  However, if there is a significant relationship between the 
mediator and the dependent variable while controlling for the direct effect of the 
independent variable, and the relationship from the independent variable to the dependent 
variable is still significant, then the model is consistent with partial mediation.  If needed, 
a further test for partial mediation is conducted using the formula (z = β1 x β2 / square 
root of (β12 x S22 + β22 x S12).  Tests involve examining the β12, the regression 
coefficient, associated with the independent variable when a regression analysis examines 
the association between the independent variable and the mediator variable.  Also, S12 
represents the standard error associated with the independent variable for this regression 
Standard 
Table 4.13 – Sources of Job Stress Regression Model  
Parameter Regression Coefficients Error T-Value 
Role Ambiguity .280 .073 3.821 
Role Conflict .261 .037 7.099 
Role Overload .214 .034 6.381 
 
 
 
 
 
 
 
N = 260, Significance < .01 
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analysis.  β22, the regression coefficient associated with the mediator when the 
association of the mediator and the dependent variable are regressed.  Lastly, the S22 
represents the standard error associated with the mediator for this regression analysis.  A 
z-value > 1.96 is evidence of partial mediation at p <.05.  That is, the relationship 
between the independent variable and the dependent variable is partially mediated. 
Job Stress Mediating Relationships 
It was hypothesized that job autonomy will mediate the influence of perceived 
customer demands on job stress (H4) and emotional intelligence will mediate the 
influence of emotional labor on job stress (H5). 
 
H4:  Job autonomy (JA) mediates the relationship between perceived 
customer demands (PCD) and job stress (JS) such that job autonomy 
(JA) reduces the impact of perceived customer demands (PCD) on 
job stress (JS). 
 
 
Proposed Mediating Influence of Job Autonomy for Perceived Customer Demands and 
Job Stress 
 
A non-significance finding (p=.143) when regressing perceived customer 
demands and job autonomy demonstrated that job autonomy does not mediate the 
influence of perceived customer demands on job stress.  Hypothesis 4 was not supported. 
  
Table 4.14 Mediation Analysis of Job Autonomy Relationships  
Hypothesis 4 Regression Coefficients t p-Value 
JS = a + β1(PCD) + e .105 2.318 .021 
JA = a + β1(PCD) + e .000 .005 .143 
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A post hoc analysis of a moderating effect of job autonomy on the relationship 
between perceived customer demands and job stress was examined and was analyzed 
through a regression analysis including the interaction effect for job autonomy and 
perceived customer demands (i.e., JS = a + β1(PCD) + β2(JA) + β3(JA/PCD) + e).  
Regression findings show a significant (p = .0001) main effect for the influence of job 
autonomy on job stress, but no significant moderating (p =.996) influence of job 
autonomy.   
 
H5:  Emotional intelligence (EI) significantly mediates the positive 
relationship between emotional labor (EL) and job stress (JS) such 
that it reduces the impact of emotional labor (EL) on job stress (JS). 
 
To test Hypothesis 5, the mediating relationship of emotional intelligence 
between emotional labor and job stress was examined.  Emotional labor continues to have 
an effect on job stress when emotional intelligence has been controlled (p=.0001).  
 
Proposed Mediating Influence of Emotional Intelligence for Emotional Labor and Job 
Stress 
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Hence, emotional intelligence does not completely mediate the influence of emotional 
labor on job stress (Baron & Kenny, 1986).  Further analysis reveals that emotional 
intelligence partially mediates the relationship between emotional labor and job stress (z 
= 3.839, significant at .05).  Hypothesis H5 was supported. 
 
Emotion-Focused Coping 
Hypotheses H6 and H7a-b. 
 
H6:  The stronger the presence of job autonomy (JA), the less likely FSSP 
will engage in emotion-focused coping frequency (EFCF).  
p-Value 
 
 
Table 4.15 Mediation Analysis of Emotional Intelligence Relationships 
Hypothesis 5 Regression Coefficients t 
JS = a + β1(EL) + e .0001  .443  7.928 
EI = a + β1(EL) + e .022 -.087 -2.299 
JS = a + β1(EI) + e -.375 -5.718 .0001 
JS = a + β1(EI) + β2(EL) + e 
-5.232 -.211 
 .304  7.563 
.0001 
.0001 
 
 
 
 
 
 
 
 
 
 
The model conceptualizes a direct influence from job autonomy (JA) to emotion-
focused coping frequency (EFCF).  In order to examine this relationship, quartiles were 
examined through a one-way ANOVA for upper and lower quartiles of job autonomy.  
The analysis showed that the stronger the presence of job autonomy (i.e., highest quartile 
mean 3.714, std. dev. = 1.339 vs. lowest quartile mean 2.470, std. dev. = .969 significant 
at .0001) for FSSP, the smaller the value for emotion-focused coping.  The findings 
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H7a:  There is a significant relationship between emotional intelligence 
(EI) and emotion-focused coping effectiveness (EFCE). 
 
To test H7a, a correlation analysis between emotional intelligence and emotion-
focused coping effectiveness demonstrates a weak positive (r = .141, significant at <.05) 
relationship.  Hypothesis 7a was supported. 
 
H7b:  There is a significant relationship between emotional intelligence 
(EI) and emotion-focused coping frequency (EFCF). 
demonstrated that FSSP with higher levels of job autonomy (mean = 4.344) engage in 
emotion-focused coping less frequently than FSSP with lesser (means <2.334) levels of 
job autonomy.  Hypothesis 6 was supported. 
 
A correlation analysis between emotional intelligence and emotion-focused 
coping frequency does not demonstrate any significant relationship at p<.05.  In other 
words, FSSP reporting high emotional intelligence do not report frequently engaging in 
emotion-focused coping.  Hypothesis 7b was not supported. 
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Test of Emotion-Focused Coping Mediation 
The model conceptualizes that emotion-focused coping (EFC) mediates between 
the outcome relationships (i.e., emotional exhaustion, attitude toward the job, overall job 
satisfaction, overall organizational commitment, and physical consequences) and job 
stress.  Difficulties in analyzing the data were created by measurements for the two 
dimensions of emotion-focused coping (i.e., two types of scales: frequency and 
symmetrical).  In order to analyze the data, Hypotheses H8 through H12 have been split 
into parts “a” and “b”.  Thus, a series of two regression analyses for each outcome 
variable were employed.  One set of regressions examined the influence of emotion-
focused coping effectiveness while the other set of regressions examined the influence of 
emotion-focused coping frequency for each of the five outcome variables following the 
Baron and Kenny (1986) four-step process of mediation testing.  Table 4.16 presents 
detailed statistical analysis for emotion-focused coping effectiveness mediating 
relationships and Table 4.17 for emotion-focused coping frequency mediating 
relationships.  Both tables are located at the end of this section of the paper. 
 
H8a:  Emotion-focused coping effectiveness (EFCE) significantly mediates 
the positive relationship between job stress (JS) and emotional 
exhaustion (EE) such that it reduces the impact of job stress (JS). 
 
 
Emotion-Focused Coping Mediation from Job Stress to Emotional Exhaustion Frequency 
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A finding of non-significance of the relationship between the mediator and the 
independent variable (p=.398) provides evidence that emotion-focused coping 
effectiveness does not mediate the influence of job stress on emotional exhaustion.  
Although FSSP may perceive that emotion-focused coping is effective, the influence of 
job stress on emotional exhaustion was not reduced.  Therefore, H8a was not supported. 
 
H8b:  Emotion-focused coping frequency (EFCF) significantly mediates 
the positive relationship between job stress (JS) and emotional 
exhaustion (EE) such that it reduces the impact of job stress (JS). 
 
A non-significant relationship between emotion-focused coping frequency and 
emotional exhaustion (p=.991) showed that emotion-focused coping frequency did not 
mediate the influence of job stress on emotional exhaustion.  The frequency of engaging 
in emotion-focused coping did not reduce the FSSP’s emotional exhaustion coming from 
job stress.  Hypothesis H8b was not supported.   
 
H9a:  Emotion-focused coping effectiveness (EFCE) significantly mediates 
the negative relationship between job stress (JS) and attitude toward 
the job (ATJ) such that it reduces the impact of job stress (JS). 
 
 
Emotion-Focused Coping Mediation from Job Stress to Attitude Toward the Job 
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 Regression analyses show that job stress continues to have an effect on attitude 
toward the job when emotion-focused coping effectiveness has been controlled.  Thus, 
emotion-focused coping effectiveness does not completely mediate the relationship 
between job stress and attitude toward the job (p=.0001).  Upon further examination of 
the data for partial mediation, it was found that emotion-focused coping effectiveness 
was not a partial mediator (z = 1.842241, not significant at .05) for the influence of job 
stress on attitude toward the job.  H9a was not supported. 
 
H9b:  Emotion-focused coping frequency (EFCF) significantly mediates 
the negative relationship between job stress (JS) and attitude toward 
the job (ATJ) such that it reduces the impact of job stress (JS). 
 
 Based on the series of regression analyses examining the role of emotion-focused 
coping frequency between job stress and attitude toward the job, it is shown that the 
relationship between attitude toward the job and emotion-focused coping frequency was 
not significant (p=.254).  Therefore, the hypothesized mediating relationship does not 
exist.  In other words, the frequency with which an FSSP engages in emotion-focused 
coping does not reduce the influence of job stress on attitude toward the job.  H9b was not 
supported.
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Emotion-Focused Coping Mediation from Job Stress to Overall Job Satisfaction 
 
H10a:  Emotion-focused coping effectiveness (EFCE) significantly 
mediates the negative relationship between job stress (JS) and overall 
job satisfaction (OJS) such that it reduces the impact of job stress 
(JS). 
 
 For the relationship proposed in H10a above, job stress continues to have an effect 
on the overall job satisfaction when emotion-focused coping effectiveness has been 
controlled; therefore, emotion-focused coping effectiveness does not completely mediate 
the influence of job stress on overall job satisfaction (p=.0001).  Upon further 
examination, partial mediation was also rejected (z = 1.917 is not significant at .05).  H10a 
was not supported.  The findings indicate that although FSSP perceive emotion-focused 
coping to be effective, the negative influence of job stress on overall job satisfaction is 
not reduced. 
 
H10b:  Emotion-focused coping frequency (EFCF) significantly mediates 
the negative relationship between job stress (JS) and overall job 
satisfaction (OJS) such that it reduces the impact of job stress (JS). 
 
 Consistent with findings from previous regression analyses in this study, emotion-
focused coping frequency does not mediate the negative influence of job stress on overall 
job satisfaction.  The relationship between the overall job satisfaction and emotion-
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H11a:  Emotion-focused coping effectiveness (EFCE) significantly 
mediates the negative relationship between job stress (JS) and overall 
organizational commitment (OOC) such that it reduces the impact of 
job stress (JS). 
 
H11b:  Emotion-focused coping frequency (EFCF) significantly mediates 
the negative relationship between job stress (JS) and overall 
organizational commitment (OOC) such that it reduces the impact of 
job stress (JS). 
focused coping frequency was not significant (p=.545).  Support for Hypothesis 10b was 
not found.  Emotion-focused coping frequency does not play a mediating role in reducing 
the influence of job stress on FSSP’s overall job satisfaction. 
 
Emotion-Focused Coping Mediation from Job Stress to Overall Organizational 
Commitment 
 
All regression analyses in this mediation evaluation process were significant, 
demonstrating that emotion-focused coping effectiveness does not completely mediate 
the relationship between job stress and overall organizational commitment.  However, 
partial mediation was found based on the computed z-score of 2.502, p<.05.  Hypothesis 
11a was supported. 
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H12a:  Emotion-focused coping effectiveness (EFCE) significantly 
mediates the positive relationship between job stress (JS) and 
physical consequences (PC) such that it reduces the impact of job 
stress (JS). 
 
Findings from the regression analyses were significant relationships for all 
regressed relationships.  Therefore, complete mediation was rejected and a partial 
mediating relationship was examined.  Partial mediation was supported at a computed z-
score of 2.019733, p<.05, thus indicating that the influence of job stress on physical 
consequence was reduced when FSSP perceive emotion-focused coping to be effective.  
Therefore, H12a was supported. 
 
 The relationship between emotion-focused coping frequency and overall 
organizational commitment was not significant (p = .286).  Therefore, there is no 
evidence of the proposed mediating relationship of emotion-focused coping frequency 
between job stress and overall organizational commitment.  In other words, emotion-
focused coping does not reduce the influence of job stress on overall organizational 
commitment.  Hypothesis 11b was not supported. 
 
Emotion-Focused Coping Mediation from Job Stress to Physical Consequences: 
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H12b:  Emotion-focused coping frequency (EFCF) significantly mediates 
the positive relationship between job stress (JS) and physical 
consequences (PC) such that it reduces the impact of job stress (JS). 
 
 The relationship between emotion-focused coping frequency and the physical 
consequences was not significant (p=.107).  As evidenced in previous findings for 
hypotheses of the mediating influence of emotion-focused coping frequency, mediation 
was also not found for Hypothesis 12b.  Emotion-focused coping frequency does not 
mediate the influence of job stress on physical consequences.  
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Table 4.16 – Mediation Analysis for Emotion-Focused Coping 
Effectiveness 
Hypothesis 8a Regression 
Coefficients
t p-Value 
EE = a + β1(JS) + e 0.470 20.193 .0001
EFCE = a + β1(JS) + e -.088 -02.934 .0030
EFCE =  a + β1(EE) + e .0110-.108 -02.566 
EE = a + β1(EFCE) + β2(JS) + e -.029
0.467
 
-00.847 
19.919 
.3980
.0000
Hypothesis 9a  
ATJ = a + β1(JS) + e -17.459 -.604 .0001
EFCE = a + β1(JS) + e -.088 -02.934 .0030
EFCE =  a + β1(ATJ) + e 0.124 03.491 .0010
ATJ = a + β1(EFCE)+ β2(JS)  + e 
 
0.091
-.500
02.150 
-17.106 
.0320
.0001
Hypothesis 10a  
OJS= a + β1(JS) + e -.571 -16.142 .0001
EFCE = a + β1(JS) + e -.088 -02.934 .0030
EFCE = a + β1(OJS) + e 0.107 03.590 .0001
OJS = a + β1(EFCE) + β2(JS) + e 0.083 -.563
 
02.321 
-15.786 
.0210
.0001
Hypothesis 11a  
OOC= a + β1(JS) + e -.429 -10.951 .0001
EFCE = a + β1(JS) + e -.088 -02.934 .0030
EFCE = a + β1(OOC) + e 0.135 04.154 .0001
OOC = a + β1(EFCE) + β2(JS) + e 
 0.125-.413
 
03.196 
-10.553 
.0010
.0001
Hypothesis 12a  
PC= a + β1(JS) + e 0.239 13.222 .0001
EFCE = a + β1(JS) + e -.088 -02.934 .0030
EFCE = a + β1(PC) + e -.221 -0.3571 .0001
PC = a + β1(EFCE) + β2(JS) + e 
 
-.092
0.486
-02.429 
12.870 
.0150
.0001
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Table 4.17 Mediation Analysis for Emotion-Focused Coping Frequency 
Hypothesis 8b Regression Coefficients t p-Value 
EE = a + β1(JS) + e 0.470 20.193 .0001
EFCF = a + β1(JS) + e -.067 -1.614 .1070
EE = a + β1(EFCF) + e 0.004 0.112 .9110
Hypothesis 9b  
ATJ = a + β1(JS) + e -.604 -17.459 .0001
EFCF = a + β1(JS) + e -.067 -1.614 .1070
ATJ = a + β1(EFCF) + e 0.056 01.143 .2540
Hypothesis 10b  
OJS= a + β1(JS) + e -.571 -16.142 .0001
EFCF = a + β1(JS) + e -.067 -01.614 .1070
OJS = a + β1(EFCF) + e 0.027 0.606 .5450
Hypothesis 11b  
OOC= a + β1(JS) + e -.429 -10.951 .0001
EFCF = a + β1(JS) + e -.067 -01.614 .1070
OOC = a + β1(EFCF) + e .044 01.067 .2860
Hypothesis 12b  
PC= a + β1(JS) + e 0.239 13.222 .0001
EFCF = a + β1(JS) + e -.067 -1.614 .1070
PC = a + β1(EFCF) + e -.054 -2.478 .0140
 
Interrelationships of Outcome Variables 
 
HO13: Attitude toward the job (ATJ) is not significantly correlated with 
other outcome variables in the model. 
 
HO13a: Attitude toward the job (ATJ) is not significantly correlated with 
overall organizational commitment (OOC). 
 
HO13b: Attitude toward the job (ATJ) is not significantly correlated with 
overall job satisfaction (OJS). 
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HO13c: Attitude toward the job (ATJ) is not significantly correlated with 
physical consequences (PC). 
 
HO13d: Attitude toward the job (ATJ) is not significantly correlated with 
emotional exhaustion (EE). 
 
HO14: Physical consequences are not significantly correlated with 
outcome variables of overall organizational commitment (OOC), 
overall job satisfaction (OJS), or emotional exhaustion (EE). 
 
HO14a: Physical consequences (PC) are not significantly correlated with 
overall organizational commitment (OOC). 
 
HO14b: Physical consequences (PC) are not significantly correlated with 
overall job satisfaction (OJS). 
 
HO14c: Physical consequences (PC) are not significantly correlated with 
emotional exhaustion (EE). 
 
H15: Overall organizational commitment (OOC), overall job 
satisfaction (OJS), and emotional exhaustion (EE) are 
significantly correlated with each other. 
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H15a: Overall organizational commitment (OOC) is significantly 
correlated with overall job satisfaction (OJS). 
 
H15b: Overall organizational commitment (OOC) is significantly 
correlated with emotional exhaustion (EE). 
 
H15c: Overall job satisfaction (OJS) is significantly correlated with 
emotional exhaustion (EE). 
 
The hypothesized null interrelationships proposed in HO13(a-d) between attitude 
toward the job and other outcome variables (i.e., physical consequences, overall 
organizational commitment, overall job satisfaction, or emotional exhaustion) were 
rejected.  Correlations shown in Table 4.18 clearly indicate there are relationships 
between attitude toward the job and the proposed outcomes.  As such, HO13(a-d) were 
rejected.  That is, all of the null hypotheses were rejected.  For example, high positive 
correlations exist between attitude toward the job and overall organizational commitment 
(r = .68) and overall job satisfaction (r = .72).  Attitude toward the job was correlated 
with overall organizational commitment and overall job satisfaction such that those who 
reported having a high positive attitude toward the job also reported high positive overall 
organizational commitment and high overall job satisfaction.  Those who reported high 
positive attitudes toward the job were found to report low emotional exhaustion (r = -
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.666).  FSSP reporting high positive attitude toward the job also reported fewer 
occurrences of negative physical consequences (r = -.307). 
The null interrelationships proposed in HO14(a-c) between physical consequences 
and other outcome variables (i.e., overall organizational commitment, overall job 
satisfaction or emotional exhaustion) were not supported and the null hypotheses were 
rejected.  It was found that statistically significant weak negative correlations between 
physical consequences and attitude toward the job (r = -.307), overall organization 
commitment (r =-.242), and overall job satisfaction (r = -.292) exist.  FSSP reporting high 
scores on attitude toward the job also report high scores on overall organizational 
commitment and overall job satisfaction.  Those reporting low scores on attitude toward 
the job also report low scores on overall organizational commitment and overall job 
satisfaction.  The proposed relationship between physical consequences and emotional 
exhaustion was moderately correlated at r = .493.  In other words, as emotional 
exhaustion increases or decreases, negative physical consequences are also expected to 
increase or decease accordingly. 
Hypotheses 15(a-b) propose that overall organizational commitment is correlated 
with overall job satisfaction and emotional exhaustion.  Hypothesis 15c proposes that 
overall job satisfaction is correlated with emotional exhaustion.  Findings show that 
moderate to high statistically significant positive correlations exist between overall 
organization commitment and attitude toward the job (r = .677) and overall organization 
commitment and overall job satisfaction (r = .611).  FSSP reporting high scores on 
overall organization commitment also report high scores on attitude toward the job and 
overall job satisfaction.  A statistically significant moderately correlated inverse 
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relationship was found between overall organizational commitment and emotional 
exhaustion (r = -.460).  A statistically significant inverse relationship was also 
demonstrated between emotional exhaustion and overall job satisfaction (r = -.594).  
FSSP reporting high scores for emotional exhaustion also report low scores for overall 
job satisfaction.  A statistically significant weak negative (r = -.242) correlation exists 
between overall organizational commitment and physical consequences.  In other words, 
FSSP scoring high on physical consequences score low on overall organizational 
commitment.  FSSP scoring on high overall organizational commitment, score low on 
physical consequences.  Therefore, findings shown in the correlations analysis (see Table 
4.18) demonstrate that the hypotheses 15a,b,c were supported.  
 
H16: Attitude toward the job (ATJ) has a significant positive influence on 
FSSPs’ job performance (JP). 
 
 
 
Table 4.18 – Outcome Correlations 
 PC ATJ OOC OJS EE 
PC 1.000     
ATJ -0.307 1.000    
OOC -0.242 0.677 1.000   
OJS -0.292 0.724 0.611 1.000  
EE 0.493 -0.666 -0.460 -0.594 1.000 
      
Significant at <.05 level (2-tailed)    
 
 
 
 
 
Impact of Job-Related Variables on Job Performance 
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H17:  Overall job satisfaction has a significant positive influence on job 
performance. 
 
H18:  Overall organizational commitment has a significant positive 
influence on job performance. 
 
H19:  Emotional exhaustion has a significant negative influence on job 
performance. 
 
H20:  Physical consequences have a significant negative influence on job 
performance. 
 A necessary assumption for multiple regression and structural equation analysis is 
that high multicollinearity (>.30) is not present.  Therefore, with the known presence of 
multicollinearity, examination of the impact of the five hypothesized outcome variables 
(i.e., attitude toward the job, overall job satisfaction, overall organizational commitment, 
emotional exhaustion, and physical consequences) on job performance occurs through 
five regression analyses instead of examining them in one regression model.  
Significance R2
 
 
Table 4. 19 – Job Performance Regression Models 
Parameter Regression  
Coefficients 
Standard  
Error 
T-Value  
Physical 
Consequences -.162 .046 -3.540 .0001 .023  
Attitude Toward 
the Job .176 .025 6.947 .0001 .082  
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Overall 
Organizational 
Commitment 
.159 .023 6.765 .0001 .079  
Overall Job 
Satisfaction .152 .021 7.119 .0001 .087  
Emotional 
Exhaustion -.113 .031 -3.646 .0001 .024  
 
Regression findings indicate that the five hypothesized outcome variables 
influence job performance in the hypothesized directions.  All five regressions were 
statistically significant (<.0001) in the hypothesized direction.  As evidenced in Table 
4.19 above, Hypotheses 16 through 20 were accepted.  As hypothesized, physical 
consequences and emotional exhaustion inversely influence job performance.  When 
FSSP report low job performance, he or she also reports high scores for emotional 
exhaustion.  FSSP reporting low scores on job performance report high scores on 
physical consequences.  A significant positive relationship was found for job 
performance to attitude toward the job (β = .294), overall organizational commitment (β 
= .290), and overall job satisfaction (β = .263).  When FSSP report high scores on 
attitude toward the job, overall organizational commitment, and overall job satisfaction, 
then job performance was also reported as being high. 
 
Predicting Behavioral Intentions 
 
H21: Job performance (JP) has a significant negative influence on 
intention to switch positions within the organization (ITSP). 
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H22: Intention to switch positions (ITSP) within an organization and 
intention to leave an organization (ITL) are correlated. 
 
H23: Job performance (JP) has a significant negative influence on 
intention to leave the organization (ITL). 
 
Table 4.20 – Intention to Leave Regression Model 
Parameter Regression 
Coefficients
Standard Error T-Value 
Job Performance -.632 .121 -5.222 
Intention to Switch Positions Regression Model 
Parameter Regression 
Coefficients
Standard Error T-Value 
Job Performance .122 -.343 -2.812 
Significant < .05 
 
The model conceptualized that intentions (i.e., intention to switch positions within 
the organization and intention to leave the organization) have one antecedent (i.e., job 
performance).  The findings from two regression analyses examining the job performance 
to intentions relationships support the hypothesized relationships in H21, and H23.  
Hypothesis 22 proposed a correlation between intention to switch positions and intention 
to leave the organization (r = .273, p < .05) which was supported by the data.  The 
findings from the study show that FSSP may hold an intention to leave the organization 
simultaneously with an intention to switch positions within the organization.  The above 
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findings also demonstrate that it is possible for FSSP reporting low job performance to 
hold high intention to switch positions or high intentions of leaving the organization.  
 
Power analysis enables the researcher to differentiate between a good and bad 
model (McQuitty, 2004).  If the power of the test is low, the probability of making a Type 
II error of assuming no relationship exists when, in fact, it does.  A power analysis is also 
critical with large sample sizes since large samples can magnify small specification errors 
leading to rejection of a good model (Type I error).  
In multiple regression analyses, power is the probability of detecting a statistically 
significant level of R2 or a regression coefficient at a specific level of significance for a 
specific sample size (Hair, Jr. et al., 1998).  If the power level is low, the probability of 
failing to reject a bad model leads to accepting a false theory (McQuitty, 2004).  All 
regression analyses above obtained a significant R2 at a power of .80 for an effect size of 
.10, α .05 [f2 = (ρ2 / 1- ρ2)]; [L = f2(n-k-1)] (Murphy & Myors, 2004). 
Power Analysis 
 
Chapter Summary 
 Chapter 4 examined the analysis and results of the studies developed in the first 
three chapters of this research.  The chapter accomplished this through analyses of: 1) in-
depth interviews, 2) pilot study data, 3) exploratory and confirmatory analyses, and 4) 
hypotheses testing using one-way ANOVAs, multiple regression, and correlation 
analyses.  Chapter 5 presents a discussion of the findings, implications (i.e., theoretical, 
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measurement, management), and limitations of the study as well as proposed future 
research from this study. 
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Research Purpose and Design 
 
 
 
CHAPTER 5 
Discussion, Conclusions, and Implications 
Chapter 5 provides a discussion of the key findings of this empirical study, 
anticipated contributions (i.e., theoretical, measurement, and managerial), limitations of 
the study, and proposes future research directions.  The findings presented in Chapter 4 
and discussed here, lend support to the notion that the influence of self-management of 
emotionally-based display behavior and job stress on social service encounter 
performance are an important and relevant area for services research. 
This chapter is divided into eight sections: 1) research purpose and design, 2) 
development and assessment of new scale measurements, 3) discussion of empirical 
findings and conclusions, 4) implications for researchers and practitioners, 5) limitations 
of the study, 6) contributions of the research, 7) directions for future research, and 8) 
concluding comments.  
 
Summary of Research Objectives 
 There are six objectives for the current study.  One of the primary research 
objectives of this study is to empirically investigate the role of emotional intelligence and 
emotional labor within self-management of emotionally-based display behavior in the 
social service delivery encounter from the Frontline Social Service Personnel’s (FSSP’s) 
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perspective.  Findings of the study were consistent with the hypothesized model 
demonstrating that emotional intelligence mediates the relationship between emotional 
labor on job stress.  
 Another objective is to empirically investigate the influence of two neglected 
constructs (i.e., perceived customer demands and emotional labor) as sources of job 
stress.  This objective was realized by establishing that both perceived customer demands 
(coefficient = .105) and emotional labor (coefficient = .443) were, in fact, sources of job 
stress.  The third objective is to re-examine role ambiguity, role conflict, and role 
overload as sources of job stress.  Results of a regression analysis examining role 
ambiguity, role conflict, and role overload satisfied the third objective of this study and 
demonstrated that these three constructs were significant (p<.01) sources of job stress.  
 The fourth objective involves empirically investigating the mediating effects of 
job autonomy, emotional intelligence, and emotion-focused coping.  Hierarchical 
regression results demonstrated mixed findings of mediating relationships.  Job 
autonomy, for example, did not function as a mediator of the impact of perceived 
customer demands on job stress.  Hierarchical regression results showed that emotional 
intelligence mediated the impact of emotional labor on job stress (p<.0001).  Emotion-
focused coping frequency did not mediate the impact of job stress on any of the five 
selected outcome constructs (i.e., attitude toward the job, physical consequences, overall 
organizational commitment, overall job satisfaction, or emotional exhaustion).  However, 
the findings do demonstrate the existence of a partial mediating effect of emotion-focused 
coping effectiveness between job stress and overall organizational commitment and 
physical consequences (p<.05).  
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 The fifth research objective involves empirically investigating the relationship of 
five selected outcome constructs on the job performance construct.  All five relationships 
with job performance were established through a series of regression analysis and found 
to be significant (p<.0001). 
 The final research objective of empirically investigating the relationships of social 
service encounter performance on both a currently unexplored outcome, intention to 
switch positions within the organization, and on intention to leave the organization was 
accomplished through regression analysis.  Findings from a regression analysis showed 
that job performance influences intention to switch positions (coefficient = -.343, t = -
2.812, p = .005) and intention to leave (coefficient = -.632, t = -5.222, p = .0001).  
 
Summary of the Research Study 
A three-phase research framework was used to develop the constructs, purify the 
measurements, and test hypothesized relationships in the model.  Phase I involved 
conducting eight in-depth interviews to assess the relevancy of the proposed manifested 
indicators representing the constructs.  In Phase II, a pilot study survey was administered 
to 361 Frontline Social Service Perspective (FSSP) across five organizations in which a 
direct cognitive framework was used to ascertain the extent to which each indicator was 
related to its respective construct.  The third and final phase involved administering the 
survey to a large sample (N = 2,500) to collect data to test the hypothesized relationships 
in the model.  
 
 178 
Development and Assessment of New Scale Measurements 
 The initial model was made up of ten constructs that did not have existing or 
adequate scales for this study.  Therefore, new subjective self-report scales (i.e., attitude 
toward the job, emotional intelligence, emotional labor, emotion-focused coping 
effectiveness of use and frequency of use, intention to switch positions within the 
organization, intention to leave the organization, overall job satisfaction, perceived 
customer demands, physical consequences, and role overload) were developed.  Both 
open-ended and close-ended measures were examined through a pilot study using a direct 
cognitive framework to determine to what extent each indicator was related to its 
respective construct.  Prior to developing the final study, appropriate sets of scale point 
descriptors were applied to each indicator and scale setups and instructions for filling out 
and returning the instrument were added to the survey instrument.  The survey was also 
examined for physical appearance, (i.e., professionalism), readability, and ease of 
understanding of the indicators, instructions, and setups.  Data from the final survey was 
subjected to exploratory factor analysis to assess the measurement properties of the latent 
constructs used in this study and to confirmatory factor analysis to demonstrate how the 
latent constructs were operationalized by their corresponding measured constructs, as 
well as assessing the validity and reliability of the measures.  All scales in the study 
demonstrated construct validity (i.e., discriminant and convergent).  New scales are 
discussed below. 
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Perceived Customer Demands 
This study provides a first attempt at scientifically developing a scale to measure 
perceived customer demands that focuses on FSSP’s perception of the intensity of the 
customers’ demands for overall quality and service expectations in not-for-profit social 
service organizations.  Unlike the Li and Calantone (1998) scale that employs endpoints 
of 1 = truly for none of my clients and 5 = truly for all of my clients to measure perceived 
customer demands, the current study uses a new direct seven-point continuous scale with 
endpoints of 1 = not at all demanding to 7 = extremely demanding.  Results were 
encouraging in that overall consistency was high (α =.895) and internal consistency 
among the eight indicators measuring each composite value (reliability = .906) suggested 
that these eight indicator items represent this latent construct and account for, on average, 
59.7% of the variance. 
 
Emotional Labor 
Unlike previous attempts to measure emotional labor, which take either a job 
focus approach (e.g., Wharton & Erickson, 1993) or an emotion-focused approach (e.g., 
Brotheridge & Lee, 2003; Hochschild, 1983), the current study operationalizes emotional 
labor as a multidimensional construct (i.e., effort and display).  Analyses of the data for 
the current study show that emotional labor is multidimensional, but is made up of three 
dimensions instead of the two proposed dimensions.  The emotional labor scale in the 
current study consists of ten items with three indicators measuring display expectation of 
behavior, two measuring display of required behavior, and five measuring effort.  The 
emotional labor scale is considered reliable with an α =.781 and composite reliability = 
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.932, suggesting that these ten indicator items represent this latent construct and account 
for, on average, 96% of the variance. 
 
Emotional Intelligence 
Emotional intelligence is operationalized as an ability-based construct.  However, 
because no appropriate scales were found to be available, scales were created based on 
the works of several researchers including Mayer and Salovey (1993) and Mayer, 
Salovey, and Caruso (2000).  In the current study, emotional intelligence is proposed to 
have two dimensions (i.e. management of self and others and perception of self and 
others).  However, through the factor analyses process, the new semantic differential 
scale consisting of seven indicator items loaded on three dimensions: management of self, 
perception of self, and management/perception of others with factors loading >.48.  The 
scale was shown to be reliable with an α =.766, composite reliability of .843, and 
accounts for, on average, 45.1% of the variance. 
 
Emotion-Focused Coping 
 Based on the transaction theory of coping (Lazarus, 1966, Lazarus & Folkman 
1984) as a dynamic process, a new scale was developed to capture both the frequency 
with which FSSP engage in emotion-focused coping and his or her perception of its 
effectiveness of use.  Factor analyses revealed that three items loaded on the frequency of 
use dimension and three items loaded on the effectiveness of use dimension.  The three-
item effectiveness of use dimension was measured with a symmetrical scale (α =.766) 
and frequency of use was measured on a frequency scale (α =. 774).  Both scales reported 
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composite reliabilities >.755 and average extracted variances of >.514.  Because of 
difficulties in analyzing the data created by measuring one dimension with a symmetrical 
scale and one dimension with a frequency scale, the indicator items could not be 
combined and each mediating relationship was examined separately. 
 
Attitude Toward the Job 
Initially in Chapter 3, attitude toward the job (ATJ) was operationalized as being 
an eight-item unidimensional composite construct measured by a unique set of bipolar 
semantic differential scales.  Scale purification and dimensionality procedures revealed 
that ATJ is best captured as a two-dimensional construct (i.e., overall attitude toward the 
job and attitude toward the boss) consisting of a six-item bipolar scale with a reliability of 
α = .78, a composite reliability of .81, and indicator items accounting for an average 
45.5% of the variance. 
 
Intention to Switch Positions Within the Organization 
 Prior to the current study, scales to measure the intention to switch positions 
within the organization construct did not exist.  As proposed by Drolet and Morrison 
(2001), careful attention was given to the development of indicator items to avoid drifting 
away from the original conceptual definition of intentions and to avoid redundancy.  
Although originally proposed as a three-item scale, the final purified intention to switch 
scale consisted of only two items.  The test results revealed this new scale holds a 
reliability of α = .86, composite reliability = .89, and the indicator items accounted for 
79.5% of the variance. 
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Intention to Leave the Organization 
 The FSSP’s likelihood to leave the organization was obtained by asking the FSSP 
about his or her likelihood to leave the organization within a timeframe of 12 months.  
The three item scale was very reliable (i.e., α=.890, composite reliability = .887, with 
indicator items accounting for, on average, 73% of the variance) and suggested that the 
intention to leave the organization construct was captured through the selected three-item 
scale. 
 
Overall Job Satisfaction 
 In order to develop an overall measure of the FSSP’s general affective reaction to 
his or her job without referencing any specific facet of job satisfaction, a scale was 
developed and assessed based on the Rice, Gentile, and McFarlin (1991), a revised 
version of the Quinn and Shepard (1974) measure.  It was, however, determined that the 
Rice, Gentile, and McFarlin’s (1991) scale type and descriptors were not appropriate to 
measure overall job satisfaction as conceptualized in the current study.  Therefore, for the 
current study, a four-item semantic differential scale was developed, assessed, and found 
to be reliable (i.e., α=.861, composite reliability = .852, with indicator items accounting 
for, on average, 59.4% of the variance). 
 
Physical Consequences 
 A list of 18 physical symptoms from the Spector (1987) causal indicator scale was 
examined in the current study.  After extensive scale purification, an eight-item scale 
measuring three dimensions (i.e., digestive, emotional, and cardiovascular) was found.  
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Role Ambiguity, Role Conflict, and Role Overload as Antecedents to Job Stress 
Reliability of the eight-item seven-point frequency of occurrence scale ranging from 1 = 
never to 7 = always was found to be reliable at α=.802, composite reliability = .871, with 
indicator items accounting for, on average, 49.3% of the variance. 
 
Role Overload 
 It has been established that FSSP have more work than can be completed in a 
normal workday (Gruskin, 2003).  For this study, a scale to measure role overload for 
FSSP was based on the revised Quantitative Workload Inventory (QWI) scale (Spector, 
Dwyer, & Jex, 1988).  The revised QWI (1988) eight-item scale lacked uniformity of 
descriptors and did not lend itself well to multivariate analysis.  Thus, a new frequency 
scale was developed with end descriptors of 1 = never (0%) to 7 = always (100%) in 
which the respondent answered as to how often in a typical workday each event occurs.  
The five-item role overload scale used in the current study was found to be reliable at α = 
.89, composite reliability = .870, with indicator items accounting for, on average, 62.1% 
of the variance.  This finding was comparable to the QWI reliability found in the 1998 
job stress study by Spector and Jex (1998) with reliability of α = .82. 
 
Discussion of Empirical Findings and Conclusions 
 
This study re-examined three known sources of job stress (i.e., role ambiguity, 
role conflict, and role overload) from the perspective of FSSP and found role ambiguity 
(coefficient = .280, t = 3.821, p = .0001), role conflict (coefficient = .261, t = 7.099, p = 
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.0001), and role overload (coefficient = .214, t = 6.381, p = .0001) contributed to FSSP 
job stress which indirectly influenced service encounter performance through its 
influence on outcomes such as emotional exhaustion, physical consequences, etc.  Erera’s 
(1989) study suggests that largeness and complexity of an organization may enhance the 
existence of these three sources of job stress.  Although largeness and complexity (i.e., 
bureaucratically laden) were not directly tested in the current study, it is interesting to 
note that one common denominator across all of the organizations in this study is that the 
organizations are complex (i.e., bureaucratically laden) in that, all of the organizations 
function under heavy government regulations from several different local, state, and 
federal governments, as well as regulations from internal Boards of Directors. 
Role ambiguity is the perception of uncertainty about what tasks are involved in 
carrying out a job.  We know from previous research that sources of job stress, such as 
role ambiguity, are an inherent characteristic of many jobs for both professional and non-
professional service providers (Bettencourt & Brown, 2003).  In the current study, data 
were collected from both professional (i.e., degreed >95% of the sample) and non-
professional (non-degreed <5% of the sample) social service personnel across various 
types of jobs (i.e., case workers, case managers, family counselors, social workers, etc.).  
Although Bettencourt and Brown (2003) did not empirically test the relationship between 
role ambiguity and job stress, they empirically tested relationships assuming role 
ambiguity to be a source of job stress.  The findings of the current study show that role 
ambiguity directly influences job stress (coefficient .280, t = 3.821, p = .0001).  This 
finding supports the notion of the Bettencourt and Brown (2003) study that role 
ambiguity is a source of job stress.  
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Role conflict is the degree of perceived incongruence or incompatibility of 
organizational expectations associated with job performance.  Role overload is the 
imbalance between required job tasks and time allocated to complete those tasks.  The 
Lait and Wallace (2002) study of the work environment of 514 human service workers 
also found that role conflict (β = .17) and work overload (β = .22) directly influence job 
stress.  The findings of the current study across 260 FSSP in the not-for-profit social 
services sector of the influence of role conflict (coefficient = .261, t = 7.099, p = .0001) 
and role overload (coefficient = .214, t = 6.381, p = .0001) on job stress support the 
findings of Lait and Wallace (2002).  Hypotheses 1, 2, and 3 were supported by the data. 
As suggested in previous research (Goolsby, 1992), it is apparent from the 
findings of the current study that role ambiguity, role conflict, and role overload (r2 = 
.309) are not all inclusive in explaining job stress.  Two other sources of job stress 
hypothesized in this study contributed to job stress: perceived customer demands (β = 
.104) and emotional labor (β = .350).  These two additional sources of job stress are 
discussed in the following section along with hypothesized mediating relationship of job 
autonomy and emotional intelligence. 
 
Perceived Customer Demands as an Antecedent to Job Stress 
 Based on the centrality of the role of FSSP and the customer as co-producers of 
the service offering, perceived customer demands are proposed as a source of job stress 
for frontline service personnel (Chung & Schneider, 2002).  Perceived customer demands 
are the perceptions of customers’ requirements and expectations for service quality, 
reliability, and deliverability.  Perceived customer demands have previously had very 
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Emotional Labor as an Antecedent to Job Stress 
In an attempt to bring consistency to the service encounter, many organizations 
attempt to control emotionally-based behavior displayed by frontline service personnel.  
Emotional labor involves the effort put forth by the frontline service personnel to display 
emotionally-based behavior deemed appropriate for a given situation (Morris & Feldman, 
1996).  To date, emotional labor has not been empirically examined as to its influence on 
the job stress construct.  Findings from the current study show that emotional labor 
significantly influences job stress (coefficient .443, t = 7.928, p = .0001).  In addition, 
this finding is an important first step in the attempt to examine the mediating relationship 
of emotional intelligence between emotional labor and job stress hypothesized in H5. 
little empirical examination.  Wang and Netemeyer (2002) assess the salesperson’s 
perception of the proportion of his or her customers who are highly demanding of 
product/service quality and reliability.  However, to the researchers’ knowledge, 
perceived customer demands have not previously been empirically examined as to their 
influence on job stress.  
Through the investigation of Hypothesis 4 involving the mediating influence of 
job autonomy between perceived customer demands and job stress, it was demonstrated 
that perceived customer demands is a weak source of FSSP job stress (coefficient = .105, 
t =2.318, p = .021).  Further attention is given to this relationship in the “Mediating 
Effects of Emotional Intelligence and Job Autonomy on Job Stress” section to follow. 
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Mediating Effects of Job Autonomy and Emotional Intelligence on Job Stress 
Interestingly, the hypothesized mediating influence of job autonomy between 
perceived customer demands and job stress (H4) was not found.  Although perceived 
customer demands was shown to increase job stress (coefficient = .105, t = 2.318, p = 
.021), it did not significantly influence job autonomy (p = .143).  Therefore, job 
autonomy does not have a mediating effect on reducing the influence of perceived 
customer demands on job stress.  Nevertheless, the finding that job autonomy (coefficient 
= -.378, t=-9.579, p=.0001) has a direct inverse influence on job stress for FSSP was 
significant.  In other words, if FSSP have frequent control over job-related activities, then 
unrelated to perceived customer demands, FSSP experience less job stress.  One possible 
explanation for the weak influence of perceived customer demands on job stress and the 
lack of a significant finding for Hypothesis 4 may be found in the sample for the current 
study.  The sample was made up of > 95% professional FSSP.  FSSP regularly make 
decisions regarding customer demands for which deviation from their training and 
education may not be an option.  That is, professional FSSP are highly educated (i.e., 
95.3% have college degrees with 59.1% holding masters and 27.2% of those with college 
degrees holding postgraduate degrees) and highly trained (i.e., 61.3 average hours of 
training with current employer) to deal with demanding people (Chao & Henshaw, 2003).  
Thus, training and education may prove to moderate the relationship between perceived 
customer demands and job stress.  
In this study, two types of self-management of emotionally-based behaviors were 
examined across two levels proposed in affective event theory as interpersonal (i.e., 
emotional labor) and between persons (i.e., emotional intelligence) previously 
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unexamined in the services literature.  The mediating role of emotional intelligence 
between emotional labor and job stress yielded interesting results.  The current study 
offers evidence that substantiates the hypothesized theoretical argument regarding 
emotional intelligence’s mediation role in the job stress process (Hypothesis 5).  
Therefore, the direct effect of emotional labor on job stress (coefficient = .443, t = 7.928, 
p = .0001) was reduced significantly (coefficient = .304, t = 7.563, p = .0001) when the 
mediating effect of emotional intelligence was present.  In other words, an emotionally 
intelligent FSSP is equipped to sense, know, and display appropriate emotionally-based 
behavior during the service encounter, eliminating the need to act out an imposed 
emotionally-based display behavior, thus reducing the impact of emotional labor on job 
stress.  
Constructs Direct Influence of Emotion-Focused Coping 
The coping process arises during the service encounter and changes the 
relationship between job stress and outcomes (i.e., attitude toward the job, physical 
consequences, overall organizational commitment, overall job satisfaction, and emotional 
exhaustion).  Some researchers suggest that frontline service personnel engage in 
emotion-focused coping (i.e., passive or reactive strategies such as denial, acceptance, 
behavioral, and/or mental disengagement) in an attempt to reduce the effort to control 
experienced-stress coming from the work environment (Goolsby, 1992).  One unexpected 
but interesting finding for Hypothesis 7b was that the frequency with which FSSP 
engaged in emotion-focused coping was not influenced by his or her degree of emotional 
intelligence (coefficient = .075, t = .926, p = .055).  However, for Hypothesis 7a, it was 
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found that when FSSP do engage in emotion-focused coping, the higher the emotional 
intelligence of FSSP, the greater his or her perception that emotion-focused coping is 
effective in reducing his or her job stress (coefficient = .141, t = 2.284, p = .023). 
It is interesting that the findings of the current study show that highly emotional 
intelligent FSSP, as well as low emotional intelligent FSSP, are not significantly different 
as to the frequency with which they engage in emotion-focused coping.  However, 
findings do show that highly emotionally intelligent FSSP perceive emotion-focused 
coping as a more effective means of managing emotions than do FSSP with lower 
emotional intelligence.  It may be surmised from these findings that although emotion-
focused coping may not function as the primary means of managing emotions for 
emotionally intelligent FSSP, it is perceived to be an effective way of managing 
emotions. 
 
Emotion-Focused Coping’s Mediating Role on Selected Outcome Constructs 
 The current study also empirically investigated the mediating effect of the 
frequency with which FSSP engaged in emotion-focus coping between job stress and the 
constructs including physical consequences, attitude toward the job, overall 
organizational commitment, overall job satisfaction, and emotional exhaustion.  The 
current study also examined the mediating effect of emotion-focused coping effectiveness 
between job stress and these same five selected outcome constructs. 
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Impact of Emotion-Focused Coping Effectiveness 
In cases where FSSP perceived that emotion-focused coping was effective for 
them, it was shown that emotion-focus coping effectiveness mediated the impact of job 
stress on the two outcome constructs: overall organizational commitment (z-score = 
2.020 p<.05) and physical consequences (z-score = 2.502 p<.05).  This should be 
considered a significant finding in that the current study is the first empirical assessment 
of the mediating relationship of emotion-focused coping effectiveness between job stress 
and the five selected outcome constructs.  Hypotheses H11a and H12a were supported.  
Hypotheses H8a- H10a were not supported 
Impact of Emotion-Focused Coping Frequency  
Overall, emotion-focused coping frequency results are less than stellar 
(Hypotheses 8b-12b).  Findings of the study show that the frequency with which FSSP 
engage in emotion-focused coping does not mediate the influence of job stress and any of 
the proposed outcome constructs.  One possible explanation for these findings may stem 
from the fact that job stress develops gradually over time masking its intensity.  Although 
emotion-focused coping strategies give FSSP a temporary sense of reprieve, generally, in 
the long run, these strategies have little effect in reducing job stress (Goolsby, 1992).  
Therefore, FSSP may not sense the need to engage in emotion-focused coping until the 
intensity of the job stress seems significant enough to warrant seeking relief.  Hence, the 
hypothesized relationships were not supported. 
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Interrelationships Among the Job Related Outcome Constructs 
 The absence of non-significant interrelationships of the five selected outcome 
constructs, HO13 – HO14, were rejected and H15a,b,c were supported.  Interrelationships of 
attitude toward the job with other outcome constructs in this study have not previously 
been empirically examined.  Interrelationships of physical consequences with other 
outcome constructs in this study have also not been previously empirically examined.  
These findings should be considered an important first step in understanding the behavior 
of these constructs.  Causality was not examined in this study, so no conclusions can be 
made if one or both of these constructs (e.g., attitude toward the job or physical 
consequences) are antecedents for other outcome constructs.  It is also interesting to note 
that, as expected, attitude toward the job, as with other attitudinal constructs in the model 
such as overall job satisfaction and overall organization commitment, have a negative 
correlation with emotional exhaustion.  In other words, attitude toward the job, like 
overall organizational commitment and overall job satisfaction, had a negative impact on 
emotional exhaustion. 
 
Job-Related Outcome Constructs (Antecedents) Impact on Job Performance 
 The finding that strong interrelationships (multicollinearity) exist between the five 
selected outcome constructs made it difficult to collectively assess their impact on job 
performance.  Therefore, five separate regression analyses were performed. 
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Overall Job Satisfaction 
 For the current study, overall job satisfaction was found to have a statistically 
significant direct positive influence (coefficient = .152, t = 7.119, p = .0001) on job 
performance.  Fisher (2003) claims that the way research is conceptualized and 
operationalized contributes to findings that are contrary to the “common-sense theory” 
that overall job satisfaction leads to job performance (p. 754).  The current study supports 
the common-sense theory which theorizes that overall job satisfaction influences job 
performance and not vice versa.  In other words, the current study suggests that FSSP 
whose jobs compare favorable to his or her needs, wants, and expectations for that job 
can be expected to perform better on the job than for those whose expectations, needs, 
and wants are not met.  Hypothesis H17 was supported. 
Attitude Toward the Job 
 Attitude toward the job did perform as proposed in Chapter 2 and had a 
significant positive influence (coefficient .176, t = 6.947, p = .0001) on job performance.  
FSSPs’ job performance at the service encounter may be the only surrogate indicator for 
service quality (Shostack, 1977).  Therefore, any finding of a source of variance provides 
useful information.  Hypothesis 16 was supported. 
 
 
Overall Organizational Commitment 
 Because controversial empirical findings as to the relationship between 
organizational commitment and job performance exist, this study re-examined the 
relationship (e.g., Brown & Peterson, 1993).  An interesting finding from the current 
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study was that, as found in the Bettencourt and Brown (2003) study in the commercial 
sector, frontline service personnel in the not-for-profit sector’s job performance was also 
influenced by FSSP’s overall organizational commitment.  The finding of the current 
study (coefficient = .159, t = 6.765, p = .0001) demonstrated support of Hypothesis 18 
and suggests that in an attempt to help the organization achieve its objectives, a FSSP 
highly committed to the organization will be motivated to perform well on the job. 
Emotional Exhaustion 
Wright and Cropanzano (1998) find that emotional exhaustion is negatively 
correlated with job performance (r = -.27, p<.05).  The findings of this study show 
causality (coefficient -.113, t = -3.646, p = .0001) not shown in the Wright and 
Cropanzano (1998) study.  Hypothesis 19 was supported.  These findings suggest that as 
emotional exhaustion increases for FSSP, that his or her job performance will decline. 
 
Physical Consequences 
 DeJonge et al. (2001) claim that poor health of any kind may cause bad working 
conditions and Madsen (2003) proposes that improving the physical wellness of an 
individual influences his or her job performance.  Hypothesis 20 was supported by the 
data.  The claims made by DeJonge et al. (2001) and Madsen (2003) were supported with 
the findings of the current empirical study demonstrating that as the occurrence of 
physical consequences goes up, the level of job performance goes down (coefficient = -
.162, t = -3.540, p<.0001).  As stated earlier, although this finding is weak, any finding of 
a source of variance provides useful information. 
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Job Performance as a Predictor of Behavioral Intentions 
The current study shows that as expected for Hypothesis 23, job performance 
influences intention to leave the organization.  It is interesting to note that job 
performance also significantly influences a FSSP’s intention to switch positions within 
the organization (Hypothesis 21).  But, probably a more interesting finding is support for 
Hypothesis 22 where it is found that FSSP holding intentions to switch positions within 
the organization may also hold intentions to leave the organization and vice versa ( r = 
.273, p <.05).  This phenomenon could mean that a FSSP switching positions may also be 
waiting for something better to become available outside the organization.  Switching 
behavior may add additional cost to the organization in the form of training costs for the 
FSSP’s new position within the organization, for someone to fill the position he or she 
left behind, and then to fill another position vacated by the same FSSP when leaving the 
organization after temporarily switching positions within the organization.  Maybe even 
more important is the cost of switching or leaving intentions to the customer.  Customers 
seeking social services, voluntarily or involuntarily, are expected to reveal personally 
sensitive information with FSSP.  Changing FSSP requires the customer to reveal often 
highly personal information to a new FSSP.  If the customer is uncomfortable in 
confiding personal information to the new FSSP, he or she may be reluctant to work with 
the new FSSP and/or could leave the organization from which they are seeking help, 
possibly foregoing or postponing much needed assistance (Andreasen, 1995). 
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Implications for Researchers and Practitioners 
 Although in any particular job several sources of job stress may be present, the 
cumulative influence of job stress cannot be ignored.  Typically, however, the ability to 
reduce the influence of any of these sources is not under the direct control of most FSSP.  
If FSSP’s job stress from these sources is to be reduced, management must examine each 
source individually, as well as collectively.  In many cases, where several different 
government regulatory bodies dictate organizational behavior, role ambiguity, role 
conflict, and role overload, it may be difficult for even management to reduce or 
eliminate job stress.  Thus, it may be necessary for management to provide assistance in 
coping with these sources of job stress.  
 With an anticipated increase in service-oriented employment opportunities in the 
U.S. of 5.1 million between 2000 and 2010, and with over half of those jobs being within 
the health, business, and social services industries (Hecker, 2001), focusing on the critical 
issues underlying customers’ perceptions of service providers, such as service encounter 
performance, has gained renew interest among researchers (Chenet, Tynan, & Money, 
1999).  Based on the findings in this study that one form of self-management of 
emotionally-based display behavior (i.e., emotional labor) increases job stress while 
another (i.e., emotional intelligence) reduces the influence of emotional labor on job 
stress, self-management of emotionally-based display behavior should be of particular 
interest to FSSP and management of social service organizations, especially in cases 
where FSSP are entrusted to make life and death decisions at the service encounter such 
as those dealing with abused and neglected children.  Although implementing 
emotionally-based behavior display rules has been proposed to bring consistency to the 
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service encounter (Morris & Feldman, 1996), the current findings bring in to question the 
value of such a decision.  For example, this study indicates that in an attempt to bring 
consistency to the service encounter, using a strategy involving implementation of 
emotionally-based display rules for FSSP increases job stress.  Job stress is shown to 
reduce the effectiveness of FSSP by increasing physical consequences and emotional 
exhaustion for which the influence of engaging in emotion-focused coping is minimally 
effective.  Additionally, job stress decreases the effectiveness of FSSP by negatively 
influencing overall job satisfaction, attitude toward the job, and overall organizational 
commitment for which emotion-focused coping has no effectiveness.  Therefore, 
implementing strategies such as alignment of all subsystems (i.e., human resource 
management, operations, marketing, etc.) in an attempt to foster a service focus 
consistent with customer expectations is expected to reduce job stress, as well as the 
influence of job stress on emotional exhaustion, physical consequences, overall job 
satisfaction, attitude toward the job, and overall organizational commitment.  Findings of 
the current study indicate that emotional exhaustion, physical consequences, overall job 
satisfaction, attitude toward the job, and overall organizational commitment influence job 
performance.  Thus, by reducing the influence from various sources of job stress, the 
influence of job stress on the above outcome variables also improves job performance 
(i.e., service quality, reliability, and responsiveness).  These findings advance knowledge 
of marketing for the service sector by examining issues of value creation in the service 
delivery encounter.  Because both employees and customers are involved in creating 
value in a service encounter, organizations cannot afford to mistreat either.  The 
institution of strategies that increase job stress, thereby negatively influencing the FSSP 
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The current study takes a fresh look at job stress and emotionally-based display 
behavior and provides insights for researchers and practitioners as to the role of emotions 
(i.e., emotional intelligence, emotional exhaustion, emotion-focused coping, and 
emotional labor) in relationship to job stress.  The study also offers new findings that are 
exploratory in nature and are anticipated to evoke future research.  For example, the 
finding of no mediating influence of job autonomy between perceived customer demands 
and job stress. Findings of the study also reveal the possibility for examining 
relationships in this study across other organizational and job types in both the not-for-
profit service sector and the commercial sector.  
and his or her service delivery, negatively impacts both the value and the reputation of 
the firm (McAlexander et al., 1994).  However, through the reduction of job stress, 
service firms may augment their care services adding value to the firm. 
 
Limitations of the Study 
 When considering the interpretation of this study, certain limitations should be 
considered.  The study relies on subjective self-report measures that may reflect response 
bias.  However, steps taken during data collection to reduce response bias were 
anticipated to enhance generalizability.  For example, item reversals were dispersed 
throughout the study, respondents were guaranteed anonymity, and responses are mailed 
back directly to the researcher in an attempt to reduce social responding.  Another 
concern should be kept in mind.  There may be subtle artifacts due to sampling bias.  A 
large portion of the sample came from the National Association of Social Workers-FL 
which consists predominately of professional FSSP, and therefore, may not adequately 
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represent the non-professional FSSP population thereby limiting generalizability.  
Readers should also note that several significant relationships reported in this study are 
relatively weak.  This suggests that some statistically significant relationships may have 
minimal practical significance and warrant further empirical study such as the 
relationship between the selected outcome constructs and job performance.  For example, 
the relationship between emotional exhaustion (coefficient -.113, t-3.646, p =.024) and 
job performance warrants further investigation.  
 
Contributions of the Research 
 For more than 20 years, job stress in the U.S. has continued to increase 
significantly (Princeton Survey Research Association, 1997).  Sources of job stress and 
reactions to job stress have empirically been shown to vary across types of employment 
and job levels (Narayanan et al., 1999).  This study makes a significant contribution to 
the services literature by examining the antecedents and consequences of job stress in the 
not-for-profit social services sector focusing on self-management of emotionally-based 
display behavior.  To date, the relationship of emotionally-based display behavior to job 
stress has received little empirical investigation in the not-for-profit sector.  Therefore, 
this study makes a contribution by conceptualizing, empirically examining, and 
evaluating the influence of three types of self-management of emotionally-based 
behaviors (i.e., emotional labor, emotional intelligence, and emotion-focused coping) on 
job stress.  In addition, findings of the current study provide insights for other similar 
service encounters where imposed emotionally-based behavior display rules are 
employed in an attempt to bring consistency to service encounter performance.  
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Contributions come from conceptualizing and empirically investigating the previously 
unexamined direct influence of emotional intelligence on emotion-focused coping and the 
mediating influence of emotional intelligence between emotional labor and job stress.  
Emotion-focused coping is also conceptualized and empirically examined as to its 
mediating influence between job stress and selected outcome constructs. 
Scale Measurement and Methodology Contributions 
A significant contribution of the current study comes from scale development.  
Specifically, this study makes an important contribution by developing and assessing new 
scales for ten constructs (i.e., attitude toward the job, emotional intelligence, emotional 
labor, emotion-focused coping, intention to switch positions within the organization, 
intention to leave the organization, overall job satisfaction, perceived customer demands, 
physical consequences, and role overload) as well as adapting and psychometrically 
testing existing scales for seven constructs (i.e., role ambiguity, role conflict, job 
autonomy, job stress, emotional exhaustion, job performance, and overall organizational 
commitment).  All scales in the study demonstrate reliability and construct validity (i.e., 
convergent and discriminant).  Therefore, the development of reliable (.806 to .932) and 
valid (i.e., construct) scales, where such scales did not exist, is considered a significant 
contribution to services research.  See the “Development and Assessment of New Scale 
Measurements” section above beginning on page 176 for a detailed discussion of ten new 
scales developed and tested as part of this study.  Although these scales are developed 
and tested in the social service sector, they present high reliabilities and construct validity 
and, therefore, could be applied in a non-social service environment service sector.  
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Theoretical Contributions 
Contributions to theory are also an important part of this study.  Findings of this 
study offer several important theoretical contributions for the not-for-profit service area.  
Affective event theory (AET) purports that events in the workplace generate emotional 
reactions (Weiss & Cropanzano, 1996).  The current study contributes by examining 
constructs at various levels of AET.  The study presents findings of relationships for 
constructs at three of the five levels of AET: between person (i.e., emotional 
intelligence), interpersonal interactions (i.e., emotional labor and emotion-focused 
coping), and within-person (i.e., emotional exhaustion).  The current study also presents 
findings across levels of AET for a previously untested mediating relationship of 
emotional intelligence between emotional labor and job stress of FSSP.  The current 
study extends AET by finding statistically significant relationships across the between 
person (i.e., emotional intelligence) and interpersonal interactions (i.e., emotional labor 
and emotion-focused coping) levels of AET, as well as relationships across the 
interpersonal interactions and within-person levels of AET. 
This study contributes to role theory by offering findings from an empirical 
examination of the previously untested influence of perceived customer demands as a 
source of job stress and the proposed mediating relationship of job autonomy between 
perceived customer demands and job stress.  Making the connection between perceived 
customer demands and job stress, as well as emotional labor and job stress, is important 
to role theory.  The finding that perceived customer demands and emotional labor are 
additional sources of job stress for FSSP provides another link between the FSSP and 
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Managerial Contributions 
organizational level of research and scientific inquiry by providing clarity to the 
summation of the mechanism through which systems confront their members as 
individuals, as well as building blocks of the social system (Kahn et al., 1964).  
 
The current study offers management a better understanding of a complex issue, 
job stress, by examining two new sources of job stress (i.e., perceived customer demands 
and emotional labor) through the eyes of FSSP.  In addition, this is the first study in the 
not-for-profit services area that investigates the mediating influence of job autonomy 
between perceived customer demands and job stress and the mediating influence of 
emotional intelligence between emotional labor and job stress.  It is also the first such 
study to examine the mediating effects of emotion-focused coping on the relationship 
between job stress and five selected outcome constructs.  Even though findings of the 
study did not demonstrate that job autonomy mediates between perceived customer 
demands and job stress, findings of the study show that job autonomy by itself reduces 
job stress for FSSP (coefficient = -.378, t=-9.579, p=.0001).  The current study also 
demonstrates that emotional intelligence reduces job stress coming from emotional labor 
and that engaging in emotion-focused coping frequently has no effect in reducing job 
stress.  The study also shows that the mediating influence of engaging in emotion-focused 
coping is limited to having an influence between job stress and two outcomes (i.e., 
overall organizational commitment and physical consequence). 
Many organizations have come to realize that consistency at the service encounter 
is important (Hochschild, 1983).  Intuitively, unregulated job stress during a social 
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service delivery encounter can be counterproductive for all the participants.  Therefore, 
the service encounter is no place for FSSP to demonstrate inappropriate emotionally-
based behavior.  FSSP are in close and constant proximity to customers who often are 
unwilling or reluctant to seek professional help in making needed behavioral changes.  
Customers of social service providers often are angry or frustrated and tend to make 
unreasonable demands on FSSP (Kotler et al., 2002).  The current study provides insights 
into the consequences of bringing consistency to the service encounter by controlling the 
FSSP’s emotionally-based display behavior through instituting adherence to emotionally-
based display behavior rules.  FSSPs’ job performance at the service encounter may be 
the only surrogate indicator for service quality in an organization where credence 
attributes are high (Shostack, 1977).  Therefore, since job stress (i.e., role ambiguity β-
.31 and role conflict β-.14) is shown to have a direct inverse relationship on job 
performance (Singh, 2000), poor job performance may indicate poor service quality.  
Because social service customers are expected to trust FSSP with something as important 
as a behavior change, job performance is an important indicator of service quality.  In the 
current study, role ambiguity, role conflict, role overload, perceived customer demands, 
and emotional labor are all sources of job stress (p <.01).  Therefore, by adding to the 
FSSP’s job stress, emotional labor can be expected to negatively influence job 
performance and may reduce the customer’s perception of service quality (Singh et al., 
1994).  Unlike other sources of job stress such as role ambiguity, role conflict, and role 
overload for which it may be difficult for management to reduce their influence on job 
stress in a bureaucratically laden organization such as many social service organizations, 
job stress from adherence to or avoidance of organizationally sanctioned emotionally-
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based behavior display rules (i.e., emotional labor) may be reduced by not instituting or 
sanctioning emotionally-based behavior display rules.  
Some previous research suggests that role ambiguity, role conflict, and role 
overload are not significant sources of job stress (Lord, 1996; Narayanan et al., 1999).  
However, the researcher’s contention that these are sources of job stress relevant for 
FSSP is supported in the findings of the current study.  Therefore, attention to these 
sources of job stress should be addressed by the management of FSSP.  For example, it 
may be possible for management to reduce job stress from role ambiguity by defining 
more explicitly what is expected of FSSP on the job.  However, it is unlikely that job 
stress will ever be totally eliminated for FSSP.  It is well known that much of the 
influence of job stress is under the direct control of management and not of the FSSP.  
Where job stress cannot be eliminated or reduced, the research suggests that management 
may find that implementing intervention programs (i.e., supportive behavior that provides 
FSSP with information to help him or her cope with job stress) to be effective (Goolsby, 
1992).  However, the current study shows that merely attempting to escape the influences 
of job stress through emotion-focused coping is not very productive overall.  With this 
finding in mind, development of intervention providing social support programs (i.e., 
emotional support) for FSSP may not be the solution.  It is, however, apparent from the 
study that emotional intelligence is effective in circumventing the influence of job stress 
created by emotional labor.  In light of this finding, it is suggested that management 
approach a decision to institute emotionally-based behavior display rules carefully, 
weighing the benefits of consistency at the service encounter to the influence of job stress 
caused by emotional labor on outcomes such as physical consequences, emotional 
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exhaustion, attitude toward the job, overall organizational commitment, and overall job 
satisfaction.  Sales force, customer service representatives, retail store managers, and 
many others must demonstrate self-control, conscientiousness, empathy, and service 
orientation (Goleman, 2000).  In these and other jobs where a strong customer orientation 
is crucial, emotional intelligence is an essential ingredient for a successful service 
encounter and the cost to the employee (i.e., emotional exhaustion and physical 
consequences) and to the organization (i.e., negative influence of job stress on attitude 
toward the job, overall organizational commitment, overall job satisfaction) from sources 
of stress such as emotional labor may outweigh the benefit of consistency at the service 
encounter (Goleman, 2000).  Emotional intelligence is an FSSP’s learned ability to self-
monitor his/her own emotions and the feelings and emotions of customers resulting in 
useful information for guiding his or her own thinking and actions (Salovey & Mayer, 
1990).  Therefore, alternatives to imposing emotionally-based behavior display rules are 
to test the emotional intelligence of potential new hires, hire FSSP that meet the 
organization’s standards of emotional intelligence, and/or offer training programs aimed 
at increasing the FSSP’s emotional intelligence.  Certainly selection of adaptable, 
emotionally aware, optimistic, and socially skilled individuals has potential benefits 
(Zeidner, Matthews, & Roberts, 2004).  Thus, testing potential new hires for emotional 
intelligence ability and providing training sessions to increase employees’ emotional 
competencies must focus on the qualities most important for the job and on how these 
qualities will influence the organization in the short and long run.  It has also been 
suggested that creating an encouraging and supportive environment for intervention, 
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modeling desired skills, and providing ongoing emotional support to be effective in 
increasing emotional intelligence levels of employees (Cherniss & Goleman, 2001). 
It is also apparent from the findings of this study that many FSSP are highly 
educated and highly trained.  A natural assumption here is that as human capital, good 
FSSP are a valuable asset to the organization.  It is in the interest of the organization to 
keep good FSSP.  We know from previous research that intentions play a central role in 
turnover models (Johnston & Futrell, 1989; Lee & Mowday, 1987; Sager et al., 1989; 
Sager & Menon, 1994) and should not be ignored by management.  Findings from the 
current study offer valuable managerial insights that previously had not been 
demonstrated empirically such as the relationship between job performance and intention 
to switch positions and the positive interrelationship between intentions to switch 
positions within the organization and intentions to leave the organization. 
 
Directions for Future Research 
This study provides many avenues for future research in both the not-for-profit 
service area and the commercial sector.  Based on statistically significant, although 
sometimes weak relationships between constructs in the study, future research of 
relationships is warranted.  For example, the relationship between perceived customer 
demands and job stress is exploratory in nature and should be considered a first step in 
investigating the relationship.  Due to the nature of the FSSP’s job (e.g., social service 
providers) in the current study, FSSP’s sensitivity to what constitutes customer demands 
may be another contributor to the weak relationship between perceived customer 
demands and job stress.  Further research of the relationship of perceived customer 
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demands and job stress across other job types is suggested such as frontline service 
providers in health services and law enforcement.    
A central focus of this study is to gain a better understanding of the role of self-
management of emotionally-based display behavior (i.e., emotional intelligence, 
emotional labor, emotion-focused coping, and emotional exhaustion).  The relationships 
found in the current study involving self-management of emotionally-based display 
behavior show promise in clarifying the role of self-management of emotionally-based 
display behavior in a social service organization.  An example is the finding that the 
direct effect of emotional labor on job stress (coefficient = .443, t = 7.928, p = .0001) is 
reduced significantly (coefficient = .304, t = 7.563, p = .0001) when the mediating effect 
of emotional intelligence is present.  Results of this study involving the influence of 
emotionally-based display behaviors for FSSP should be examined for generalizability 
across other service industries. 
It is also apparent from the findings of the study that valuable pieces of the job 
stress puzzle are still missing.  Many FSSP deal with clients in varying locations and are 
away from the home office a great deal of the time opening up the possibility that 
workplace isolation may be a potential source of job stress worthy of investigation in the 
not-for-profit service area.  According to FSSP interviewed in the current study, they 
work many long hours (e.g., Gruskin, 2003) and are often on call weekends and nights.  
Therefore, work-family conflict may be a potential source of job stress for FSSP worthy 
of investigation. 
Future studies should also be conducted focusing explicitly on the relationship 
between emotional labor and job stress.  If future findings support that emotional labor 
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increases job stress, which is shown to have negative consequences for both the 
emotional (i.e., increased emotional exhaustion) and physical (i.e., increased physical 
consequences) well-being of FSSP, then whether social service organizations as stewards 
of the public’s well-being and trust should make such business decisions as imposing 
emotionally-based behavior display rules becomes an important consideration.  
Because of the large portion of professional FSSP in the current study, a 
comparison study of non-professional FSSP should be conducted to determine if 
relationships in the study in which emotional intelligence is hypothesized holds across 
both types of FSSP.  A study could be conducted to study the influence of the emotional 
intelligence training programs on FSSPs’ emotional intelligence.  The impact of the 
programs isolated and causal inference could be made as to the value of such programs in 
increasing FSSPs’ emotional intelligence. 
Additionally, it is recognized that not all frontline service personnel in not-for-
profit organizations are social service providers.  Therefore, it would be interesting to 
examine the relationships found in this study across other not-for-profit organizations 
which have previously been identified as stressful in nature (i.e., health services and law 
enforcement), but for which frontline service personnel are not primarily social service 
providers.  In law enforcement, the core service is providing protection for the public.  
Police officers may also provide a supplemental service that adds value to the service 
encounter by counseling victims of crime.  Health service providers provide social 
support as a supplemental service, yet the primary function of his or her job is providing 
health care.  In both cases, job stress has previously been shown to be high and self-
management of emotionally-based display behavior is vital to the FSSP’s safety as well 
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as to the successful service encounter (Hecker, 2001; Princeton Survey Research 
Association, 1997; Goleman 2000). 
 Attitude toward the job and physical consequences have not been examined prior 
to the current study as to their relationship with the other outcome constructs selected for 
this study.  Although the current study demonstrates directionality (i.e., negative versus 
positive relationships) of interrelationships between outcome constructs, it did not 
examine causality.  In other words, do attitude toward the job or physical consequences 
act as antecedents to other outcome constructs or to each other?  Such insights as to 
whether physical consequences decrease attitude toward the job, overall organizational 
commitment, etc., or if attitude toward the job increases or decreases physical 
consequences could aid management in assigning valuable, and often scarce, financial 
resources where they are of the greatest benefit when attempting to increase job 
performance and reduce turnover. 
 
Concluding Comments 
 This research endeavor allows for a greater understanding of the complexity that 
job stress places not only on FSSP’s job performance, but also on FSSP’s desire to switch 
positions within the organization or to leave the organization.  By taking a global look at 
the antecedents and consequences of job stress from the FSSP’s prospective, it is the 
researcher’s belief that the study provides a clearer picture of the job stress process for 
FSSP.  Findings of the study show that there are at least five constructs that impact job 
stress (i.e., role ambiguity, role conflict, role overload, perceived customer demands, and 
emotional labor), but it is also evident that other sources of job stress exist that still need 
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to be investigated.  Finally, it is also known that job autonomy reduces job stress, but not 
job stress coming from perceived customer demands.  Also, the mediating influence of 
emotional intelligence demonstrates its value in reducing job stress.  A global look shows 
that emotion-focused coping frequency of use and effectiveness of use have limited 
application in reducing job stress coming from the five sources of job stress on the five 
outcome constructs (i.e., attitude toward the job, physical consequences, overall 
organizational commitment, overall job satisfaction, and emotional exhaustion) examined 
in this study.  It is also apparent that the influence of these five outcomes constructs 
impact job performance and that job performance impacts intentions to switch and to 
leave the organization.  And, finally, it is shown that these intentions are correlated.  
Without taking a holistic approach in empirically examining these relationships, it is 
unlikely that vital relationships in the progression from antecedents of job stress to final 
outcomes would not have painted as clear a picture as is offered through this holistic 
approach.  
 It is hoped that findings of this research endeavor will create interest among other 
researchers to study this important research subject.  It is believed that understanding 
coming from this research is relevant for specific marketing-oriented situations such as 
customer call centers and sales force management.  
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Bashaw, R. E. & Grant, E. S. (1994, Spring).  Exploring the Distinctive Nature of Work 
Commitments: The Relationships with Personal Characteristics, Job Performance, 
and Propensity to Leave.  Journal of Personal Selling and Sales Management, 2, 
41-56. 
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Appendix A – Pilot Study Survey 
 
To what extent do you think each of the following factors 
influences how you react toward your job?  
 
Circle one number ONLY for each of the following. 
N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. Trying to maintain a positive attitude toward customers 1 2 3 4 5 6 7 
2. Being enthusiastic about your job 1 2 3 4 5 6 7 
3. Perceiving your job as pleasant  1 2 3 4 5 6 7 
4. Finding the job interesting 1 2 3 4 5 6 7 
5. Getting the feedback from your boss that you expect 1 2 3 4 5 6 7 
6. Communication with the boss 1 2 3 4 5 6 7 
7. Overall working conditions 1 2 3 4 5 6 7 
8. Morale (in other words is the job uplifting or dismal) 1 2 3 4 5 6 7 
Is there something else that should be included? 
To what extent do you think each of the following factors 
represents your ability to perceive emotions in others as well 
as yourself? 
 
Circle one number ONLY for each of the following. N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. Recognizing emotions present in a particular situation 1 2 3 4 5 6 7 
2. Figuring out the reasons behind different emotions 1 2 3 4 5 6 7 
3. Differentiating between the emotions you experience 1 2 3 4 5 6 7 
4. Thinking about the emotions behind your actions 1 2 3 4 5 6 7 
5. Awareness of how your feelings affect you 1 2 3 4 5 6 7 
6. Acknowledging feelings of others at work 1 2 3 4 5 6 7 
7. Examining the feelings, thoughts, and actions of others 1 2 3 4 5 6 7 
8. Attempting to understand why other people feel the way they do 1 2 3 4 5 6 7 
9. Observing how others react to you in an effort to understand your own behavior 1 2 3 4 5 6 7 
Is there something else that should be included? 
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Appendix A (Continued) 
 
To what extent do you think each of the following statements 
reflects your ability to manage your emotions as well as 
others’ emotions?  
 
Circle one number ONLY for each of the following. No
t A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. When frustrated or angry you consider options available 1 2 3 4 5 6 7 
2. Composure even when feeling angry 1 2 3 4 5 6 7 
3. Expecting that you will succeed for most endeavors he or she takes on 1 2 3 4 5 6 7 
4. Reacting to challenges 1 2 3 4 5 6 7 
5. Failing or succeeding to control your emotions 1 2 3 4 5 6 7 
6. Seeking out uplifting activities 1 2 3 4 5 6 7 
7. Arranging event that others enjoy 1 2 3 4 5 6 7 
8. Helping others feel better when they are down 1 2 3 4 5 6 7 
9. Handling conflict 1 2 3 4 5 6 7 
10. Involving yourself in other peoples’ problems 1 2 3 4 5 6 7 
Is there something else that should be included? 
To what extent do you think each of the following factors 
reflects whether or not you must adhere to specific or 
implied rules on the job when displaying your emotions?  
 
Circle one number ONLY for each of the following. N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. You believe that you must hold back your true feelings 1 2 3 4 5 6 7 
2. You must pretend to have emotions that you don’t really have 1 2 3 4 5 6 7 
3. There is an expectation that you will hide your true feelings about a situation 1 2 3 4 5 6 7 
4. 
There is the expectation that you must make an effort 
to actually feel an emotion that management believes 
you should feel  
1 2 3 4 5 6 7 
5. There is the expectation that you will try to actually experience an emotion that you are supposed to show 1 2 3 4 5 6 7 
6. There is the expectation that you will really try to feel emotions that are deemed part of your job 1 2 3 4 5 6 7 
Is there something else that should be included? 
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Appendix A (Continued) 
 
To what extent do you think each of the following factors 
requires some degree of effort on your part to display 
emotions deemed appropriate on the job?  
 
Circle one number ONLY for each of the following. N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. Faking emotions you show the customer 1 2 3 4 5 6 7 
7 2. Talking yourself out of feeling what you really feel when helping customers 1 2 3 4 5 6 
3. Conjuring up feelings you need to show the customer 1 2 3 4 5 6 7 
4. Changing your actual feelings to match the feeling you must express to customers 1 2 3 4 5 6 7 
5. Attempting to create emotions in yourself that present an image the organization desires 1 2 3 4 5 6 7 
Is there something else that should be included? 
To what extent do you think each of the following factors 
reflects ways you cope with job stress?  
 
Circle one number ONLY for each of the following. 
N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. Turn to hobbies and pastimes 1 2 3 4 5 6 7 
2. Talk to understanding friends 1 2 3 4 5 6 7 
3. Expand interests and activities outside of work 1 2 3 4 5 6 7 
4. Seek social support 1 2 3 4 5 6 7 
Is there something else that should be included? 
To what extent do you think each of the following factors 
reflects a frontline social service person’s intention of 
switching positions within an organization in the next 12 
months?  
 
Circle one number ONLY for each of the following. N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. Actively looking for another position within the organization 1 2 3 4 5 6 7 
2. Planning to switch positions within the organization 1 2 3 4 5 6 7 
3. Planning to keep your position within the organization 1 2 3 4 5 6 7 
Is there something else that should be included? 
 229 
D
ef
in
ite
ly
 a
 
Fa
ct
or
 
Appendix A (Continued) 
 
To what extent do you think each of the following factors 
reflects a frontline social service person’s intention to leave 
their organization in the next 12 months?  
 
Circle one number ONLY for each of the following. N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
     
1. Actively looking for a job with another organization 1 2 3 4 5 6 7 
7 2. Planning to switch companies 1 2 3 4 5 6 
3. Planning to stay with your current employer 1 2 3 4 5 6 7 
Is there something else that should be included? 
To what extent do you think each of the following statements 
represents whether frontline social service personnel are 
satisfied or dissatisfied with their job?  
 
Circle one number ONLY for each of the following. N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. 
If given a chance to decide all over again, knowing 
what he or she knows now, he or she would take the 
job if it were offered  
1 2 3 4 5 6 7 
2. 
If a friend applies for a job like his or hers with the 
same employer, he or she would recommend the job to 
him or her 
1 2 3 4 5 6 7 
3. Judging his or her job against his or her ideal job 1 2 3 4 5 6 7 
4. The measurement of his or her expectations when he or she took the job against the actual job 1 2 3 4 5 6 7 
5. All things considered, the level of satisfaction with his or her current job 1 2 3 4 5 6 7 
6. His or her general feeling about his or her job 1 2 3 4 5 6 7 
Is there something else that should be included? 
Thinking about customers demands, to what extent do you 
think each of the following factors reflects an element of 
customer demands? 
 
Circle one number ONLY for each of the following. N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. Level of overall service expected 1 2 3 4 5 6 7 
2. Level of service quality expected 1 2 3 4 5 6 7 
3. Level of service reliability expected 1 2 3 4 5 6 7 
4. Overall expectations for service 1 2 3 4 5 6 7 
5. Customers’ expectation that the services offered meets his or her needs 1 2 3 4 5 6 7 
6. Expectations of a specific level of service delivery quality 1 2 3 4 5 6 7 
Is there something else that should be included? 
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Appendix A (Continued) 
 
To what extent do you think the following physical problems 
are consequences of job stress for frontline social service 
personnel?  
 
Circle one number ONLY for each of the following. N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. Backache 1 2 3 4 5 6 7 
2. Skin rash 1 2 3 4 5 6 7 
3. Acid indigestion or heart burn 1 2 3 4 5 6 7 
4. An infection 1 2 3 4 5 6 7 
5. Upset stomach or nausea 1 2 3 4 5 6 7 
6. Chest pain 1 2 3 4 5 6 7 
7. Constipation 1 2 3 4 5 6 7 
8. Diarrhea 1 2 3 4 5 6 7 
9. Dizziness 1 2 3 4 5 6 7 
10. Eye strain 1 2 3 4 5 6 7 
11. Fever 1 2 3 4 5 6 7 
12. Headache 1 2 3 4 5 6 7 
13. Heart pounding when not exerting 1 2 3 4 5 6 7 
14. Loss of appetite 1 2 3 4 5 6 7 
15. Shortness of breath 1 2 3 4 5 6 7 
16. Stomach cramps (not menstrual) 1 2 3 4 5 6 7 
17. Tiredness or fatigue 1 2 3 4 5 6 7 
18. Trouble sleeping 1 2 3 4 5 6 7 
Is there something else that should be included? 
To what extent do you think each of the following statements 
reflect workload for frontline social service personnel?  
 
Circle one number ONLY for each of the following. No
t A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. The job requires him or her to work very fast 1 2 3 4 5 6 7 
2. The job requires him or her to work very hard 1 2 3 4 5 6 7 
3. The job leaves little time to get things done 1 2 3 4 5 6 7 
4. The job requires a great deal of work to be done 1 2 3 4 5 6 7 
5. The job requires more work than can be done well 1 2 3 4 5 6 7 
Is there something else that should be included? 
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Appendix A (Continued) 
 
 
To what extent do you think each of the following statements 
creates uncertainty about what frontline social service 
personnel are required to do on the job?  
 
Circle one number ONLY for each of the following. N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. Management’s expectation for interaction with customers 1 2 3 4 5 6 7 
2. The amount of service to be provided 1 2 3 4 5 6 7 
3. The behavior expected by management for frontline social service personnel with customers on the job 1 2 3 4 5 6 7 
4. How to handle customer objections 1 2 3 4 5 6 7 
5. How to handle unusual problems and situations 1 2 3 4 5 6 7 
6. How to deal with customer criticism 1 2 3 4 5 6 7 
7. Which specific strengths to point out to customers 1 2 3 4 5 6 7 
8. Which specific benefits to highlight for customers 1 2 3 4 5 6 7 
9. What actions to take in meeting customers’ needs 1 2 3 4 5 6 7 
10. How to handle non-routine activities on the job 1 2 3 4 5 6 7 
11. The amount of work frontline social service personnel are expected to do 1 2 3 4 5 6 7 
12. Which cases to give priority 1 2 3 4 5 6 7 
13. How much work you are expected to do 1 2 3 4 5 6 7 
14. How free time should be handled on the job 1 2 3 4 5 6 7 
15. What to do to get a promotion 1 2 3 4 5 6 7 
16. Vulnerability to being terminated 1 2 3 4 5 6 7 
17. Not knowing what are the critical factors in getting promoted 1 2 3 4 5 6 7 
Is there something else that should be included? 
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Appendix A (Continued) 
 
To what extent do you think each of the following statements 
represents conflict on the job for frontline social service 
personnel?  
 
Circle one number ONLY for each of the following. N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
    D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. Having to do things that he or she believes should be done differently 1 2 3 4 5 6 7 
2. The need to break company policy rules to carry out an assignment 1 2 3 4 5 6 7 
3. Having to work on unnecessary things 1 2 3 4 5 6 7 
4. Perceiving requests as incompatible from one or more people 1 2 3 4 5 6 7 
5. Doing what will be accepted by one person but not by another 1 2 3 4 5 6 7 
6. Working with two or more groups who operate very differently 1 2 3 4 5 6 7 
7. Receiving assignments without the manpower to complete them 1 2 3 4 5 6 7 
8. Receiving assignments without adequate resources and materials to complete them 1 2 3 4 5 6 7 
9. Receiving assignments without being adequately trained 1 2 3 4 5 6 7 
Is there something else that should be included? 
To what extent do you think each of the following factors 
impacts the way you do your job?  
 
Circle one number ONLY for each of the following. No
t A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. Ability to decide how to go about doing his or her work 1 2 3 4 5 6 7 
2. Ability use his or her personal initiative or judgment in carrying out his or her job 1 2 3 4 5 6 7 
3. Opportunity for independence and freedom on how to do the job 1 2 3 4 5 6 7 
Is there something else that should be included? 
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To what extent do you think each of the following factors 
make up job stress anxiety for frontline social service 
personnel?  
 
Circle one number ONLY for each of the following. N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
     D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. Feeling fidgety or nervous as a result of the job 1 2 3 4 5 6 7 
2 7 2. The job gets to him or her more than it should 1 3 4 5 6 
3. On the job there are a lot of things that drive him or her right up a wall 1 2 3 4 5 6 7 
5 6 4. Thinking about the job creates a tight feeling in his or her chest 1 2 3 4 7 
5. He or she feels guilty when taking time off from work 1 2 3 4 5 6 7 
Is there something else that should be included? 
To what extent do you think each of the following factors 
represents time pressure job stress for frontline social 
service personnel?  
 
 Circle one number ONLY for each of the following. N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
    D
ef
in
ite
ly
 a
 
Fa
ct
or
 
1. Too much work to do and too little time to do it 1 2 3 4 5 6 7 
2. Burnout caused by excessive job demands 1 2 3 4 5 6 7 
3. Dreading the telephone ringing at home because the call might be job-related 1 2 3 4 5 6 7 
4. The feeling that he or she never has a day off 1 2 3 4 5 6 7 
5. Feeling that he or she is married to the job 1 2 3 4 5 6 7 
Is there something else that should be included? 
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Appendix A (Continued) 
N
ot
 A
t A
ll 
A
 
Fa
ct
or
 
 
To what extent do you think each of the following factors 
represent an element of job performance for frontline social 
service personnel?  
 
Circle one number ONLY for each of the following.      De
fin
ite
ly
 a
 
Fa
ct
or
 
1. Taking the initiative to help your customers even when it is not part of your responsibility 1 2 3 4 5 6 7 
2. Taking the time to help your customers at the expense of not meeting daily productivity goals 1 2 3 4 5 6 7 
3. Overall, developing customer trust and confidence in your service 1 2 3 4 5 6 7 
4. Responding in a timely manner to customer requests despite your busy schedule 1 2 3 4 6 5 7 
5. Consistency in following up on promises made to your customers 1 2 3 4 5 6 7 
6. Consistency in providing prompt service to all of your customers 1 2 3 4 5 6 7 
7. Consistency in resolving customer concerns the first time 1 2 3 4 5 6 7 
8. Consistency in demonstrating emotionally-based behavior deemed appropriate by the company 1 2 3 4 5 6 7 
9. Providing accurate or correct information to the customer 1 2 3 4 5 6 7 
10. 
Even thought it is not your responsibility, making sure 
other departments follow through with your 
customers’ requests 
1 2 3 4 5 6 7 
11. Telling the customer the straight facts instead of telling them what they want to hear 1 2 3 4 5 6 7 
12. Overall performing your job dependably and accurately 1 2 3 4 5 6 7 
13. Servicing the account with the customer’s best interest in mind 1 2 3 4 5 6 7 
14. Listening attentively to identify and understand the concerns of customers 1 2 3 4 5 6 7 
15. Working out solutions to each customers’ questions or concerns 1 2 3 4 5 6 7 
16. Overall, providing individualized attention to each customer’s concerns 1 2 3 4 5 6 7 
Is there something else that should be included? 
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Appendix B – Personal Interview Sample Questions For Key Constructs 
 
Qualify Questions 
 
How many year have you worked in the social service field? 
What is your job title? 
What are the job responsibilities for someone in your position? 
Do you experience stress from you job? 
 
 
Construct of Interest General Question 
Job Stress What do you feel is the most significant 
cause of job stress for you?  
What changes are needed to reduce your 
job stress?  
Emotionally-Based Behavior Are you required to display emotions on 
the job that you do not feel? 
If so, how does faking emotions on the job 
make you feel? 
Perceived Customer Demands In what ways do you believe that 
customers’ wants and needs are similar or 
different from what management believes 
the customer wants or needs? 
If there is one thing you could change 
about handling customer demands, what 
would it be? 
Job Autonomy When it comes to making decisions on the 
job, how much freedom do you have? 
What would make your decision making 
process easier? 
 
 
 
 
 Appendix C: Pilot Study – Inter-Item Correlations  
 
Perceived Customer Demands 
 
Indicator Item PCD1 PCD2     PCD3 PCD4 PCD5 PCD6
1.  Level of overall service expected 1.000      
2.  Level of service quality expected .776 1.000     
3.  Level of service reliability expected .784 .887 1.000    
4.  Overall expectations for service .811 .861 .834 1.000   
5.  Customers’ expectation that the services offered meets 
his or her needs .634     .608 .630 .605 1.000  
6.  Expectations of specific level of service delivery 
quality .716      
          
.678 .723 .684 .642 1.000
Significant at <0.01 level (2-tailed)   
Role Ambiguity 
 
Indicator Item RA1 RA2 RA3 RA4 RA5 RA7 RA8 RA9 RA11 RA12 RA13
1. Management’s expectation for interaction 
with customers 1.000       
   
2.  The amount of service  to be provided .722 1.000         
3.  The behavior expected by management for 
frontline social service personnel with 
customers on the job 
.672   .546 1.000     
   
4.  How to handle customer objections .550 .457 .673 1.000       
5.  How to handle unusual problems and 
situations .422     .409 .613 .696 1.000   
   
7.  Which specific strengths to point out to 
customers .480      .490 .607 .591 .536 1.000  
   
8.  Which specific benefit to highlight for 
customers .519       .471 .655 .538 .529 .880 1.000
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Indicator Item          RA1 RA2 RA3 RA4 RA5 RA7 RA8 RA9 RA11 RA12 RA13
9.  What actions to take in meeting customer 
needs .672     .671  .617 .723 .577 .541 .727 1.000
   
11.  The amount of work frontline social service 
personnel are expected to do .481  .540       .608 .586 .583 .591 .484 .584 1.000
12.  Which cases to give priority           .375 .450 .734 .559 .594 .550 .613 .683 .558 1.000  
13.  How much work you are expect to do .488 .644 .569 .529 .485 .446 .492 .616 .728 .594 1.000 
Significant at <0.01 level (2-tailed) 
 
Role Conflict 
 
Indicator Item RC1 RC2 RD3 RD4 RC5 RD6 RD7 RC8 RC9 
1.  Having to do things that he or she believes 
should be done differently 1.000         
2.  The need to break company policy rules to 
carry out an assignment .612  1.000        
3.  Having to work on unnecessary things .535  1.000 .629       
.854    4.  Perceiving requests as incompatible from one or more people .619 .739 1.000      
5.  Doing what will be accepted by one person 
but not by another .629   .655  .577 .583 1.000     
6.  Working with two or more groups who 
operate very differently .421      .528 .669 .674 .715 1.000    
7.  Receiving assignments without the 
manpower to complete them .484       .586 .539 .552 .679 .745 1.000   
8.  Receiving assignments without adequate 
resources and materials to complete them .476        .522 .540 .544 .634 .693 .840 1.000  
9.  Receiving assignments without being 
adequately trained .597    .582     .540 .628 .539 .583 .588 .677 1.000
Significant at <0.01 level (2-tailed) 
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Role Overload 
 
Indicator Item     RO5 RO1 RO2 RO3 RO4
1.   The job requires him or her to work very fast 1.000     
2.  The job requires him or her to work very hard .702 1.000    
3.  The job leaves little time to get things done .629 .601 1.000   
4.  The job requires a great deal of work to be done .464 .591 .645 1.000  
5.  The job requires more work than can be done well 
     
Indicator Item      
.511 .360 .663 .531 1.000
Significant at <0.01 level (2-tailed) 
 
Emotional Labor Display 
 
ELD2 ELD3 ELD4 ELD5 ELD6
2. You must pretend to have emotions that you don’t 
really have 1.000     
3. There is an expectation that you will hide your true 
feelings about a situation .729  1.000    
4. There is the expectation that you must make an effort 
to actually feel an emotion that management believes 
you should feel 
.536   .619 1.000   
5. There is the expectation that you will try to actually 
experience an emotion that you are supposed to show .461    .541 .903 1.000  
6.  There is the expectation that you will really try to feel 
emotions that are deemed part of your job .441     .500 .686 .689 1.000
Significant at <0.01 level (2-tailed) 
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Emotional Labor Effort 
 
Indicator Item      ELE2 ELE3 ELE4 ELE5 ELE6
1. Faking emotions you show the customer 1.000     
2. Talking yourself out of feeling what you really feel 
when helping customers .654  1.000    
3. Conjuring up feelings you need to show the customer .742 .638 1.000   
4. Changing your actual feelings to match the feeling 
you must express to customers .544    .496 .755 1.000  
5.  Attempting to create emotions in yourself that present 
an image the company desires .366 .488    
JA1 
.574 .725 1.000
Significant at <0.01 level (2-tailed) 
 
Job Autonomy 
 
Indicator Item JA2 JA3 
1. Ability to decide how to go about doing his or her 
work 1.000   
2.  Ability to use his or her personal initiative or 
judgment in carrying out his or her job .865  1.000  
3. Opportunity for independence and freedom on how to 
do the job 
Significant at <0.01 
.660   
level (2-tailed) 
.765 1.000
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Emotional Intelligence – Perception 
 
Indicator Item   EIP3       EIP1 EIP2 EIP4 EIP5 EIP6 EIP7 EIP8 EIP9
P1.  Recognizing emotions present in a particular situation 1.000         
P2.  Figuring out the reason behind different emotions .596 1.000        
P3.  Differentiating between the emotions you experience .634 .582 1.000       
P4.  Thinking about the emotions behind your actions .634 .523 .786 1.000      
P5.  Awareness of how your feelings affect you .639 .501 .713 .768 1.000     
P6.  Acknowledging feelings of other at work .593 .422 .559 .636 .757 1.000    
P7.  Examining the feelings, thoughts, and actions of others .661 .654 .692 .667 .538 .521 1.000   
P8.  Attempting to understand why other people feel the way they do .534 .585 .530 .541 .558 .583 .682 1.000  
P9.  Observing how others react to you in an effort to understand your 
own behavior .559         .554 .554 .577 .624 .706 .682 .715 1.000
Significant at <0.01 level (2-tailed) 
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Emotional Intelligence – Management 
 
Indicator Item EIM2 EIM3 EIM4 EIM5 EIM6 EIM9 
M2.  Composure even when feeling angry 1.000      
M3. Expecting that you will succeed in most endeavors you take 
on .373 1.000     
M4.  Reacting to challenges .326 .600 1.000    
M5.  Failing or succeeding to control your emotions .402 .559 .421 1.000   
M6.  Seeking out uplifting activities .341 .400 .449 .248 1.000  
M9.  Handling conflict .344 .360 .349 .382 .329 1.000 
 Significant at <0.01 level (2-tailed) 
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Emotion-Focused Coping 
 
 Indicator Item EFC1 EFC2 EFC3 EFC4 
1.  Turn to hobbies and pastimes 1.000    
2.  Talk to understanding friends .499 1.000   
3.  Expand interests and activities outside of work .779 .465 1.000  
4.  Seek social support .363 .645 .439 1.000 
 
 
 
 
 
 
 
 
 
Significant at <0.01 level (2-tailed) 
 
Job Stress 
 
Indicator Item          JSA1 JSA2 JSA3 JSA4 JSA5 JSTP1 JSTP2 JSTP3 JSTP5
A1. Feeling fidgety or nervous as a result of the job 1.000         
A 2. The job gets to him or her more than it should .782 1.000        
A 3. On the job there are a lot of thing that drive him 
or her right up a wall .614   .785 1.000   
    
A 4. Thinking about the job creates a tight feeling in 
his or her chest .598     .671 .708 1.000
    
A 5. He or she feels guilty when taking time off from 
work .538     .511 .383 .574 1.000     
T1. Too much work to do and too little time to do it .492 .583 .526 .530 .504 1.000    
T2. Burnout caused by excessive job demands .498 .577 .605 .496 .441 .809 1.000   
T3. Dreading the telephone ringing at home because 
the call might be job-related .433        .521 .496 .580 .387 .398 .502 1.000  
T5. Feeling that he or she is married to the job .558 .608 .558 .674 .538 .568 .540 .675 1.000 
Significant at <0.01 level (2-tailed)  
242 
 Appendix C (Continued) 
Physical Consequences 
 
Indicator Item     PC12      PC3 PC6 PC7 PC8 PC13 PC14 PC15 PC16 PC18
3. Acid indigestion or heart burn 1.000          
6. Chest pain .625 1.000         
7. Constipation .433  .515 1.000        
8. Diarrhea .441  .648 .667 1.000       
12. Headache .525     .660 .429 .423 1.000      
13. Heart pounding when not exerting .516 .827 .540 .616 .581 1.000     
14. Loss of appetite .423       .631 .588 .621 .432 .634 1.000    
15. Shortness of breath         .485 .778 .600 .690 .412 .776 .747 1.000   
16. Stomach cramps (not menstrual) .542 .671 .482 .648 .459 .600 .609 .745 1.000  
18. Trouble sleeping .511          
     
.633 .366 .522 .646 .580 .430 .500 .547 1.000
Significant at < 0.05 level (2-tailed) 
 
Attitude Toward the Job 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
*  t at < 0.05 level (2-tailed) ** Significant at <0.01 level (2-tailed)    Significan
Indicator Item ATJ2 ATJ3 ATJ4 ATJ5 ATJ6 ATJ7 ATJ8
2.  Being enthusiastic about your job 1.000       
3.  Perceiving your job as pleasant .441** 1.000      
4.  Finding the job interesting .216* .429** 1.000     
5.  Getting the feedback from your boss that you 
expect .330**    .456** .494** 1.000    
6.  Communication with the boss .466** .536** .403** .727** 1.000   
7.  Overall working conditions .461** .518** .274* .438** .558** 1.000  
8.  Morale (in other words is the job uplifting or 
dismal) .430**       .639** .409** .403** .490** .702** 1.000
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Overall Job Satisfaction 
 
Indicator Item OJS3 OJS4 OJS5 OJS6 
3. Judging his or her job against his or her ideal job 1.000    
4. The measurement of his or her expectations when 
he or she took the job against the actual job .584  1.000   
5. All things considered, the level of satisfaction 
with his or her current job .492   .639 1.000  
6. His or her general feeling about his or he job .523 .629 .946 1.000 
Significant at < 0.05 level (2-tailed) 
 
 
 
Job Performance 
 
Indicator Item JP3 JP5 JP11 JP12 JP13 JP14 JP15 
3. Overall, developing customer trust and 
confidence in your service 1.000       
5. Consistency in following up on promises 
made to your customers .774  1.000      
11. Telling the customer the straight facts instead 
of telling them what they want to hear .416   .444 1.000     
12. Overall performing your job dependably and 
accurately .522    539 .652 1.000    
13. Servicing the account with the customer’s 
best interest in mind .585     .607 .652 .832 1.000   
      14. Listening attentively to identify and understand the concerns of the customers .464 .477 .611 .809 .856 1.000  
15. Working out solutions to each customers’ 
questions or concerns .495       .585 .612 .760 .796 .777 1.000
Significant at < 0.05 level (2-tailed) 
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Intention to Switch Positions 
 
Indicator Item ITS1 ITS2 
1. Actively looking for another position within the 
organizations 1.000  
2. Planning to switch positions within the 
organization .854  1.000
Significant at < 0.05 level (2-tailed) 
 
 
Intention to Leave 
 
Indicator Item ITL1 ITL2 ITL3 
1. Actively looking for a job with another organization 1.000   
2. Planning to switch companies .866 1.000  
3. Planning to stay with your current employer .467 .501 1.000 
Significant at < 0.05 level (2-tailed) 
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Pilot Study 
Item-to-Total Correlation – Scale Development Analysis 
 
Perceived Customer 
Demands (PCD) Role Ambiguity (RA) Role Conflict (RC) Role Overload (RO) 
Scale 
Item 
Item-Total 
Correlation 
Scale  
Item 
Item-Total 
Correlation 
Scale 
Item 
Item-Total 
Correlation 
Scale 
Item 
Item-Total 
Correlation 
1        .846 1 .681 1 .664 1 .703
2        .867 2 .684 2 .705 2 .669
3        .883 3 .814 3 .751 3 .792
4        .865 4 .730 4 .758 4 .671
5        .690 5 .682 5 .783 5 .617
6      .773 7 .734 6 .785
8    .756 7 .783
9    .827 8 .768
11    .719 9 .729
12  .725
13  .707
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Emotional Labor 
Display (ELD) 
Emotional Labor 
Effort (ELE) 
Emotional 
Intelligence 
Management 
(EIM) 
Emotional 
Intelligence 
Perception (EIP) 
Scale 
Item 
Item-Total 
Correlation 
Scale 
Item 
Item-Total 
Correlation
Scale 
Item 
Item-Total 
Correlation
Scale 
Item 
Item-Total 
Correlation
2  .636 1  .683 2  .438 1  .694
3        .713 2 .672 3 .454 2 .608
4        .829 3 .832 4 .460 3 .725
5        .775 4 .765 5 .437 4 .698
6        .675 5 .632 6 .408 5 .712
9    .384 6 .696
7  .757
8  .633
 
 
Job Autonomy (JA) 
Scale Item Item-Total 
Correlation 
2  .814
3  .895
4  .739 
 
 
9  .703
 
 
 
Job Stress Anxiety 
(JSA) 
Job Stress Time 
Pressure (JSTP) 
Emotion-Focused 
Coping (EFC) 
Attitude Toward 
the Job (ATJ) 
Scale 
Item 
Item-Total 
Correlation 
Scale 
Item 
Item-Total 
Correlation
Scale 
Item 
Item-Total 
Correlation
Scale 
Item 
Item-Total 
Correlation
1  .719 1  .686 1  .648 2  .508
2        .812 2 .699 2 .661 3 .679
3        .742 3 .632 3 .670 4 .494
4        .783 5 .761 4 .576 5 .654
5    .607 6 .732
7  .661
8  .678
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Overall Job 
Satisfaction (OJS) 
Physical 
Consequences 
(PC) 
Job Performance 
(JP) 
Intention to Switch 
Positions (ISP) 
Scale 
Item 
Item-Total 
Correlation 
Scale 
Item 
Item-Total 
Correlation
Scale 
Item 
Item-Total 
Correlation
Scale 
Item 
Item-Total 
Correlation
3  .591 3  .627 3  .632 1  .854
4        .707 6 .862 5 .683 2 .854
5      .794 7 .645 11 .665   
6        .804 8 .744 12 .833
  12      .637 13 .883
        13 .810 14 .802
        14 .721 15 .809
      15 .819   
        16 .751
        18 .665
  
Intention to Leave 
(ITL) 
Scale 
Item 
Item-Total 
Correlation 
1  .780
2  .814
3  .501
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Scale 
Scale 
Composite 
Mean 
SEM 
Scale 
Weighted 
Mean 
SEM    Min. Max. Alpha Sampling Adequacy Variance 
Original 
Scale 
Items 
Final 
Scale  
Items 
Perceived Customer 
Demands (PCD) 35.43           .723 5.91 .121 2 7 .939 .906 77.359 6 6
Role Ambiguity 53.95 1.789 4.50 .149 1 7 .937     .868 61.606 17 11
Role Conflict 42.85 1.542 4.76 .171 1 7 .932 .888 64.883   9 9
Role Overload 28.45 .665 5.69 .133 1 7 .860     .770 65.719 5 5
Emotional Labor Display 16.09 .827 3.22 .165 1 7 .885     .777 69.137 6 5
Emotional Labor Effort 17.05 .864 3.41 .173 1 7 .881     .778 68.100 5 5
Job Autonomy 16.50 .556 5.50 .185 1 7 .907     .684 84.328 3 3
Emotional Intelligence  87.337 1.262 5.82 .084 1 7 .902     .873 59.480 19 15
Job Stress  41.33 1.586 4.59 .176 1 7 .917     .846 61.415 10 9
Emotion- Focused 
Coping  21.73           .589 5.43 .147 1 7 .815 .650 64.991 4 4
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Scale 
Scale 
Composite 
Mean 
SEM 
Scale 
Weighted 
Mean 
SEM Min. Max. Alpha Sampling Adequacy Variance 
Original 
Scale 
Items 
Final 
Scale 
Items 
Physical 
Consequences 38.15          1.766 3.82 .177 1 7 .931 .898 61.969 18 10
Attitude Toward the 
Job 40.65       54.894   .725 5.81 .104 3 7 .858 .819 8 7
Overall Job 
Satisfaction 22.57          .497 5.64 .124 2 7 .862 .707 73.117 6 4
Job Performance 42.57     7 .816 6.08 .117 2 7 .920 .886 68.948 16
Intention to Switch 
Positions 8.88 .450        2 4.44 .225 1 7 .919 .500 92.711 3
Intention to Leave  13.14 .620 4.38 .207 1 7 .829 .624    74.770 3 3
250 
  
Appendix F  
Pilot Study Item Indicator Retention 
Perceived Customer Demands (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items Mean    SkewnessStd. Dev. Factor Loading 
1 Level of overall service expected 5.94 1.240 -1.479 0.898 
2 Level of service quality expected
Level of service reliability e
   -1.770  
xpected 5.95    
5     
      
   Skewness 
5.92 1.304 0.918
3 1.207 -1.553 0.927
4 Overall expectation for service 5.97 1.202 -1.844 0.915 
Customers’ expectation that the services offered meets his or her 
needs 5.87 1.353 -1.542 0.770
6 Expectations of specific level of service delivery quality 5.78 1.35 -1.556 0.839 
Role Ambiguity (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items Mean Std. Dev. Factor Loading 
1 Management’s expectation for interaction with customers 4.41    1.811 0.047 0.738
2 The amount of service  to be provided 4.83    
    
    
    
    
    
    
1.836 -0.449 0.739
3 The behavior expected by management for frontline social 
service personnel with customers on the job 
4.37 1.885 -0.158 0.854
4 How to handle customer objections 4.27 1.683 -0.070 0.783
5 How to handle unusual problems and situations 4.92 1.675 -0.592 0.741
6 How to deal with customer criticism 4.36 1.762 -0.120 X 
7 Which specific strengths to point out to customers 3.92 1.867 -0.023 0.787
8 Which specific benefit to highlight for customers 3.97 1.831 -0.018 0.805
9 
10 
What actions to take in meeting customer needs 4.27 1.765 -0.182 0.863
X How to handle non-routine activities on the job 4.56 1.760 -0.424 
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Role Ambiguity (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
 
Items   
5.19    
 1.913   
    
 
   
Mean SkewnessStd. Dev. Factor Loading 
11 The amount of work frontline social service personnel are 
expected to do 
1.641 -0.502 0.770
12 Which cases to give priority 4.56 -0.334 0.781
13 How much work you are expect to do 4.91 1.786 -0.427 0.761
14 How free time should be handled on the job 3.78 2.089 
1.926 
0.190 X 
15 What to do to get a promotion 4.09 -0.084 X 
16 Vulnerability to being terminated 3.84 2.185 0.054 X 
X 17 
 
Not knowing what are the critical factors in getting promoted 
 
3.99 
 
2.026 
 
0.025 
 
Role Conflict (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items Mean SkewnessStd. Dev. Factor Loading 
1 Having to do things that he or she believes should be done 
differently 
4.86    1.610 -0.686 0.728
2 The need to break company policy rules to carry out an 
assignment 
4.17    
    
    
    
    
    
   0.821 
4.98    
 
2.138 -0.233 0.770
3 Having to work on unnecessary things 4.91 1.938 -0.610
-0.289
0.809
4 Perceiving requests as incompatible from one or more people 4.6
4.38
1.830 0.815
5 Doing what will be accepted by one person but not by another 2.053
2.006
-0.309 0.837
6 Working with two or more groups who operate very differently 4.63 -0.528 0.838
7 Receiving assignments without the manpower to complete them 5.08 2.036 -0.849 0.834
8 Receiving assignments without adequate resources and materials 
to complete them 
5.23 2.010 -0.924
9 
 
Receiving assignments without being adequately trained 
 
2.114
 
-0.741
 
0.789
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Role Overload (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items   Mean SkewnessStd. Dev. Factor Loading 
1 The job requires him or her to work very fast 5.49    1.643 -1.298 0.818
2 The job requires him or her to work very hard 5.94    
    
    
    
   
1.392 -1.368 0.806
3 The job leaves little time to get things done 5.64
6.08
1.564 -1.267 0.878
4 The job requires a great deal of work to be done 1.150 -1.302 0.796
5 
 
The job requires more work than can be done well 
 
5.30
 
1.867
 
-1.076
 
0.749
 
 
Emotional Labor – Display (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items Mean SkewnessStd. Dev. Factor Loading 
1 You believe that you must hold back your true feelings 4.48 1.787 -0.537 X 
2 You must pretend to have emotions that you don’t really have 3.24    
    
    
   0.878 
    
    
1.940 0.339 0.747
3 There is an expectation that you will hide your true feelings about 
a situation 
3.56 1.974 0.104 0.808
4 There is the expectation that you must make an effort to actually 
feel an emotion that management believes you should feel 
2.95 1.821 0.609 0.913
5 There is the expectation that you will try to actually experience an 
emotion that you are supposed to show 
2.87 1.720 0.614
6 There is the expectation that you will really try to feel emotions 
that are deemed part of your job 
3.47 1.807 0.058 0.800
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Emotional Labor – Effort (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items   Mean SkewnessStd. Dev. Factor Loading 
1 Faking emotions you show the customer 3.08    1.886 0.515 0.804
2     
    
    
    
    
   
Talking yourself out of feeling what you really feel when helping 
customers 
3.73 1.943 0.122 0.790
3 Conjuring up feelings you need to show the customer 3.42 1.943 0.195 0.907
4 Changing your actual feelings to match the feeling you must 
express to customers 
3.42 1.949 0.277 0.858
5 Attempting to create emotions in yourself that present an image 
the company desires 
3.4 2.013 0.316 0.758
   
Job Autonomy (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items Mean SkewnessStd. Dev. Factor Loading 
1 Ability to decide how to go about doing his or her work 5.34 1.864 -1.088 0.919 
2 Ability to use his or her personal initiative or judgment in carrying out his or her job 5.52    
    
1.926 -1.315 0.958
3 Opportunity for independence and freedom on how to do the job 5.64 1.821 -1.481 0.876 
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Emotional Intelligence  (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items   Mean SkewnessStd. Dev. Factor Loading 
P1 Recognizing emotions present in a particular situation 6.16    1.039 -1.560 0.800
P2 Figuring out the reason behind different emotions 5.76    
    
    
    
    
    
    
    
    
    
    
    
    
    
1.147 -0.844 0.740
P3 Differentiating between the emotions you experience 5.69 1.258 -1.341 0.838
P4 Thinking about the emotions behind your actions 5.81 1.297 -1.234 0.847
P5 Awareness of how your feelings affect you 6.16 1.094 -1.712 0.839
P6 Acknowledging feelings of other at work 5.95 1.217 -1.113 0.789
P7 Examining the feelings, thoughts, and actions of others 5.87 1.196 -1.184 0.838
P8 Attempting to understand why other people feel the way they do 5.93 1.272 -1.411 0.785
P9 Observing how others react to you in an effort to understand your 
own behavior 
5.77 1.262 -1.058 0.815
M1 When frustrated or angry you consider options available 5.91 0.903 -0.403 X 
M2 Composure even when feeling angry 5.84 1.061 -0.936 0.635
M3 Expecting that you will succeed in most endeavors you take on 5.67 1.202 -1.254 0.809
M4 Reacting to challenges 5.56 1.184 -1.338 0.766
M5 Failing or succeeding to control your emotions 5.41 1.426 -1.105 0.723
M6 Seeking out uplifting activities 5.73 1.212 -1.375 0.639
M7 Arranging events that others enjoy 5.09 1.476 -0.972 X 
M8 Helping others feel better when they are down 5.86 1.097 -1.139 X 
M9 Handling conflict 6.02 1.106 -1.329 0.634
M10 Involving yourself in other peoples’ problems 4.66 1.649 -0.472 X 
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Emotion-Focused Coping  (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items Mean SkewnessStd. Dev. Factor Loading 
1 Turn to hobbies and pastimes 5.67 1.560   -1.456 0.830
2 Talk to understanding friends 5.51    
    
    
    
   
1.727 -1.157 0.804
3 Expand interests and activities outside of work 5.70 1.602 -1.494 0.842
4 Seek social support 4.85 1.907 -0.571 0.744
   
Job Stress (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items Mean SkewnessStd. Dev. Factor Loading 
A1 Feeling fidgety or nervous as a result of the job 4.37    2.098 -0.329 0.787
A2 The job gets to him or her more than it should 4.59    
    
    
   3 
T1     
    
    
4.29 
    
    
2.043 -0.582 0.865
A3 On the job there are a lot of thing that drive him or her right up a 
wall 
4.58 2.095 -0.534 0.814
A4 
A5 
Thinking about the job creates a tight feeling in his or her chest 
He or she feels guilty when taking time off from work 
3.91 2.194 0.025 0.831
0.684.33 2.257 -0.329
-1.395Too much work to do and too little time to do it 5.83
5.83
1.716 0.767
T2 Burnout caused by excessive job demands 1.576 -1.576 0.775
T3 Dreading the telephone ringing at home because the call might be 
job-related 
3.67 2.427 0.194 0.703
T4 The feeling that he or she never has a day off 3.88 4.79 X 
T5 
 
Feeling that he or she is married to the job 
 
4.22 2.393 -0.183 0.812
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Physical Consequences (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items   Mean SkewnessStd. Dev. Factor Loading 
1     Backache 4.36 2.092 -0.312 X 
2      
    
     
    
   
    
     
      
    
5.00    
    
    
    
    
    
    
Skin rash 3.01
4.23
1.937 0.609 X
3 Acid indigestion or heart burn 
 
2.157 -0.316 0.691
4 An infection 3.21 1.989
2.072 
0.511 X
5 Upset stomach or nausea 4.22 -0.246 X 
6 Chest pain 3.95 2.163 -0.060 0.896
7 Constipation 2.93 1.921 0.591 0.711 
8 Diarrhea 3.12 2.026 0.525 0.802
X 9 Dizziness 2.92 1.936 0.795
10 Eye strain
 
4.27
2.65 
2.020 -0.261 X
11 Fever 1.858 0.764 X
12 Headache 2.142
2.194
-0.794 0.699
13 Heart pounding when not exerting 3.72 0.105 0.858
14 Loss of appetite 3.52 2.085 0.317 0.783
15 Shortness of breath 3.23 2.118 0.493 0.869
16 Stomach cramps (not menstrual) 
 
3.28 2.107 0.418 0.807
 17 Tiredness or fatigue 5.59 1.811 -1.486 X
18 
 
Trouble sleeping 
 
5.16
 
1.939
 
-0.968
 
0.724
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Attitude Toward the Job (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items   Mean SkewnessStd. Dev. Factor Loading 
1 Trying to maintain a positive attitude toward customers 5.91 1.411 -1.58 X 
2 Being enthusiastic about your job 6.00   5 
    
    
    
    
    
plifting or dismal)     
    
   
1.063 -1.505 0.63
3 Perceiving your job as pleasant 
Finding the job interesting 
5.79 1.128 -0.731 0.784
4 5.99 1.333 -1.81 0.602
5 Getting the feedback from your boss that you expect 5.44 1.508 -1.214 0.746
6 Communication with the boss 5.58 1.545 -1.302 0.818
7 Overall working conditions 
Morale (in other words is the job u
5.85 1.153 -0.922 0.776
8 6.00 1.337 -1.874 0.797
   
Overall Job Satisfaction (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items Mean SkewnessStd. Dev. Factor Loading 
1 If given a chance to decide all over again, knowing what he or she knows now, he or she would take the job if it were offered 5.77    1.493 -1.72 X
2 If a friend applies for a job like his or hers with the same employer, he or she would recommend the job to him or her 5.55    
    
    
    
    
1.614 -1.445 X
3 Judging his or her job against his or her ideal job 5.23 1.614 -0.698 0.737
4 The measurement of his or her expectations when he or she took 
the job against the actual job 
5.34 1.377 -0.744 0.829
5 All things considered, the level of satisfaction with his or her 
current job 
6.02 1.208 -1.646 0.918
6 
 
His or her general feeling about his or he job 
 
5.98
 
1.246
 
-1.562
 
0.923
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Job Performance (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items   Mean SkewnessStd. Dev. Factor Loading 
1 Taking the initiative to help your customers even when it is not part of your responsibility 5.63    1.624 -1.518 X
2 Taking the time to help your customers at the expense of not meeting daily productivity goals 5.36    
    
    
 1.202   
    
    
    
    
    
    
    
  -2.034  
1.608 -0.975 X
3 Overall, developing customer trust and confidence in your service 5.97 1.483 -1.756 0.716
4 Responding in a timely manner to customer requests despite your busy schedule 6.00 1.138 -1.473 X
5 Consistency in following up on promises made to your customers 6.06
6.05 
-1.489 0.748
6 
7 
Consistency in providing prompt service to all of your customers 
Consistency in resolving customer concerns the first time 
1.105 
1.234 
-1.379 X 
5.77 -1.044 X 
8 Consistency in demonstrating emotionally-based behavior deemed appropriate by the company 5.41 1.537 -0.995 X
9 Providing accurate or correct information to the customer 6.33 1.011 -2.236 X 
10 Even thought it is not your responsibility, making sure other departments follow through with your customers’ requests 5.38 1.667 -0.930 X
11 Telling the customer the straight facts instead of telling them 
what they want to hear 
5.92 1.465 -1.695 0.754
12 Overall performing your job dependably and accurately 6.29 1.245 -2.672 0.892
13 Servicing the account with the customer’s best interest in mind 6.10 1.265 -2.128 0.928
14 Listening attentively to identify and understand the concerns of 
the customers 
6.21 1.294 -2.271 0.874
15 Working out solutions to each customers’ questions or concerns 6.02 1.236 -1.957 0.875
16 Overall, providing individualized attention to each customer’s concerns 6.07 1.344 X
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Intention to Switch (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items   Mean SkewnessStd. Dev. Factor Loading 
1 Actively looking for another position within the organizations 4.45    2.273 -0.390 0.854
2 Planning to switch positions within the organization 4.43    
   Skewness 
2.061 -0.385 0.854
3 
 
Planning to keep your position within the organization 
 
4.15 
 
1.85 
 
-0.215 
 
X 
 
Intention to Leave (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor) 
Items Mean Std. Dev. Factor Loading 
1 Actively looking for a job with another organization 4.71    2.386 -0.578 0.922
2 Planning to switch companies 4.48    
    
2.227
2.034
-0.427 0.933
3 Planning to stay with your current employer 3.95 0.013 0.723
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Appendix G 
Exploratory Factor Analysis Scale Purification 
  Bartlett’s Test of Sphericity 
Sampling 
Adequacy 
Construct 
Smallest 
Sampling 
Adequacy 
Line Item 
Total 
Variance 
Factor 
Loading 
Scale 
Reliability Factors 
Line 
Items 
Original 
Scale 
Line 
Items 
Retained 
                    
Perceived Customer 
Demands 0.000         0.864 .836 77.809 >.838 0.904 1 6 4
Role Ambiguity 0.000         0.843 .713 69.141 > .613 0.862 3 11 10
Role Conflict 0.000         0.749 .707 65.926 >.766 0.828 1 9 4
Role Overload 0.000     0.887    0.801 .757 69.106 >.759 1 5 5
Emotional Labor 
Display 0.000    >.631     0.730 .673 77.445 0.788 2 5 5
Emotional Labor 
Effort 0.000  .822       0.842 64.232 >.753 0.859 1 5 5
Job Autonomy 
N/A  N/A       N/A N/A N/A 0.906 1 3 3
Emotional 
Intelligence  0.000 0.666        .583 71.267 >.619 0.701 3 15 7
Job Stress 
0.000         0.763 .720 69.215 >.721 0.807 2 9 6
Emotion-Focused 
Coping – Frequency 
0.000       4  0.683 .668 62.999 >.757 0.803 1 4
Emotion-Focused 
Coping – 
Effectiveness of Use 0.000         0.649 .630 N/A N/A 0.781 1 4 4
261 
 Appendix G (Continued) 
 
  Bartlett’s Test of Sphericity 
Sampling 
Adequacy 
Construct 
Sampling 
Adequacy 
Line Item 
Total 
Variance 
Factor 
Loading 
Scale 
Reliability Factors 
Line 
Items 
Original 
Scale 
Line 
Items 
Retained 
Physical 
Consequences 0.000         0.779 .786 68.680 >.706 .802 3 10 8
Attitude Toward 
the Job 0.000         0.771 .715 64.582 >.629 0.737 2 7 6
Organizational 
Commitment 0.000         0.850 .795 60.652 >.710 0.868 1 9 6
Overall Job 
Satisfaction 0.000     0.842    0.807 .763 68.879 >.745 1 4 4
Emotional 
Exhaustion – 
Frequency 0.000         0.803 .754 65.514 >.588 0.810 2 9 7
Emotional 
Exhaustion – 
Intensity 0.000         .782 .730 62.297 >.756 0.796 1 9 4
Job Performance 
0.000         0.832 .809 63.160 >.759 0.851 1 7 5
Intention To Switch 0.000         0.500 .500 N/A N/A 0.881 1 2 2
Intention To Leave 0.000         0.655 .600 80.055 >.793 0.874 1 3 3
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Exploratory Factor Analysis Item Indicator Retention 
Perceived Customer Demands (Continuous Scale with anchors of: 1 = not at all demanding and 7 = extremely demanding) 
Items  Mean SkewnessStd. Dev. Factor Loading  Factor 
A In terms of service, the customers I serve are … 4.74 1.415 -0.485 X X 
B In terms of quality, the customers I serve are … 4.72 1.505 -0.498 0.838 1 
C In terms of reliability, the customers I serve are … 4.67 1.547 -0.280 X X 
D Customers’ expectations for service are … 5.23 1.418 -0.766 0.897 1 
E Customers’ expectations that the services offered will meet his or her needs are … 5.37     
     
       
  
1.492 -0.954 0.899 1
F Customers’ expectations for delivery level of service quality are  … 5.32 1.378 -0.858 0.893 1
Role Ambiguity (Symmetrical  Scale with anchors of: 1 = very uncertain and 7 = very certain)  
Items Mean SkewnessStd. Dev. Factor Loading  Factor 
A How I am expected to interact with my customers… ®  1.43 0.729 2.801 0.773 3 
B How much service I should provide my customers is … ®  1.82 0.973 1.696 
1.724 
0.613 1 
C How I should behave (with customers) while on the job is … ®  1.29 0.539 0.862 3 
D How I am expected to handle my customers’ objections is … ®  1.88 0.929 1.406 0.624 1 
E How I am expected to handle unusual problems and situations is … ®  2.18     
    1 
     
1.097 1.252 0.764 1
F Which specific company strengths I should present to customers is … ®  2.11 1.043 1.215 0.876
G Which specific service benefits I am expected to highlight for customers is… ®  2.05 1.031 1.106 0.779 1
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Role Ambiguity (Symmetrical  Scale with anchors of: 1 = very uncertain and 7 = very certain) – Continued 
Items  Mean SkewnessStd. Dev. Factor Loading  Factor 
H The actions required in meeting customers’ needs are … I  1.93 1.028 1.351 0.830 1 
I The amount of work I am expected to do is … I  1.85 1.105 1.797 0.848 2 
J Which tasks I should give priority is… I  
How much work I am expected to do is 
2.21 1.170 1.409 X X 
K … I  
  
2.15 1.388 1.675 0.952 2 
  
Role Conflict (Likert Scale with anchors of: 1 = strongly disagree and 7 = strongly agree)  
Items Mean SkewnessStd. Dev. Factor Loading  Factor 
A I have to do things that I believe should be done differently. 3.88 1.838 -.021 .766 1 
B I have to break company policy rules in order to carry out an assignment.      
1.939 
D le requests from either customers or my supervisors.      
     
     
I 
 
2.45 1.538 1.077 X X
C I work on unnecessary things. 
I usually receive incompatib
3.45 .320 X X 
3.33 1.765 .440 .774 1
E I do things that are apt to be accepted by some people and not accepted by others. 4.24 1.841 -.256 X X
F I work with two or more groups who operate quite differently. 4.54 1.985 -.466 X X 
G I receive assignments without the manpower to complete them. 3.86 2.011 .125 .844 1 
H I receive assignments without adequate resources/material to execute them. 3.75 2.033 .205 .859 1
I receive assignments for which I am not adequately trained. 2.58 
 
1.676 
 
1.051 
 
X 
 
X 
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Role Overload (Frequency scale ranging from 1=never to 7=always)   
Items  Mean SkewnessStd. Dev. Factor Loading  Factor 
A My job requires me to work very fast. 4.16 1.541 0.077 0.813 1 
B My job requires me to work very hard. 4.87 1.543 -0.358 0.865 1 
C My job leaves me with little time to get things done. 3.84 1.548    
 
Emotional Labor – Display (Frequency scale ranging from 1=never to 7=always) During any service encounter …… 
  
0.467 0.861
0.854 
1
D There is a great deal of work to be done. 5.09 1.626 -0.480 1 
E 
 
I have to do more work than I can do well. 
 
3.31 
 
1.662 
 
0.671 
 
0.759 
 
1 
 
Items Mean SkewnessStd. Dev. Factor Loading  Factor 
A … I am required to pretend to have emotions that I don’t really have. 2.09     1.142 1.401 0.764 2
B … I am required to hide my true feelings about a situation. 2.90 
  1.513   
    1 
     
     
1.438 0.813 0.941 2 
C … I am expected to make an effort to actually feel the emotions that management believes I should feel. 2.10 1.342 0.631 1
D … I am expected to try to actually experience the emotions that I must show on the job. 2.08 1.440 1.694 0.913
E …I am expected to really try to feel the emotions I have to show as part of my job. 2.27 1.529 1.379 0.923 1
  
265 
 Appendix H (Continued) 
 
Emotional Labor – Effort (Continuous scale ranging from 1 = no effort 7= extreme amount of effort)   
Items  Mean SkewnessStd. Dev. Factor Loading  Factor 
A Fake the emotions I show customers. 4.01 2.032 0.037 0.756 1 
B Talk myself out of feeling what I really feel when helping customers. 3.73     
     
     
      
  
1.834 0.147 0.840 1
C Summon up the feelings I need to show to customers. 3.00 1.714 0.720 0.753 1 
D Change my actual feelings to match those that I must express to customers. 3.53 1.823 0.330 0.847 1
E Attempt to create certain emotions in myself that present the image my organization desires. 
 
3.52 1.940 0.327 0.806 1
Emotional Intelligence  (Semantic Differential Scale with bipolar end points of 1 and 7)  
Items Mean SkewnessStd. Dev. Factor Loading  Factor 
A Recognizing emotions that I experience in a particular situation is… ®  5.72     1.261 -1.338 -.619 3
B My ability to figure out the reasons behind my different emotions is… 5.27     
     
1.552 -.932 -.926 2
C Differentiating between emotions I experience is… 5.25 1.455 .943 -.861 2 
D I think about the emotions underlying my actions… 4.73 1.515 -.327 X X 
E When it comes to how my feelings are affecting me, I am… ®  5.46 1.244 -.947 X X 
F Generally when I feel angry, I am… 5.43 .917 -.677 .885 1 
G On most things I try, I expect to… 6.03 .844 -1.578 X X 
H When taking on challenges where there is a strong chance that I may fail, I feel…®  4.46 1.234 .195 X X
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Emotional Intelligence  (Semantic Differential Scale with bipolar end points of 1 and 7) – Continued 
Items  Mean SkewnessStd. Dev. Factor Loading  Factor 
I My ability to control my emotions is… 5.66 .935 -.694 .835 1 
J I seek out activities that make me … ®  5.85 1.078 -.945 X X 
K When it comes to other peoples’ feelings at work, acknowledging their feelings is… 5.80     
     
     
 
  
1.248 -1.320 -.678 3
L One’s ability to understand why other people feel the way they do is…®  6.53 .817 -2.685 X X
M Examining the feelings, thoughts, and actions of others is…®  5.47 1.253 -.876 -858 3 
N Observing how other people react to me helps me better understand my own behavior … 5.56 1.520 -1.378 X X
O 
 
My handling of conflict is … ®  
 
5.18 
 
1.520 
 
-.756 
 
X 
 
X 
Job Stress (7 Point Likert Scale 1 = Strongly Disagree and 7 = Strongly Agree)  
Items Mean SkewnessStd. Dev. Factor Loading  Factor 
A I often feel fidgety or nervousness as a result of my job. 2.97 1.712 0.564 0.868 1 
B My job irritates to me more than it should. 3.1 1.788 0.516 0.864 1 
C On the job, there are lots of times when my job drives me right up a wall. 3.36     
     
     
1.835 0.283 0.749 1
D Sometimes when I think about my job I get a tight feeling in my chest. 2.68 1.786 0.801 0.721 1
E I do not feel guilty when I take time off from the job. ®  3.52 2.112 0.202 X X 
F I have too much work to do and too little time to do it. 4.46 1.846 -0.354 X X 
G Very few frontline social service personnel in my company get burned out because of job demands. ®  4.84 1.797 -0.566 X X
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Job Stress (7 Point Likert Scale 1 = Strongly Disagree and 7 = Strongly Agree) – Continued 
Items  
     
   
  
Mean SkewnessStd. Dev. Factor Loading  Factor 
H I sometimes dread the telephone ringing at home because the call might be job-related. 2.83 1.887 0.812 0.868 2
I I frequently get the feeling I am married to the company. 
 
3.23 1.941 
 
0.459 
 
0.837 
 
2 
Emotion-Focused Coping Extent of Use (Frequency Scale 1 = Never and 7 = Always)  
Items Mean SkewnessStd. Dev. Factor Loading  Factor 
A Turn to hobbies /pastimes. 3.93 1.494 0.323 0.757 1 
B Talk to understanding friends. 4.42 1.418 0.168 0.798 1 
C Expand interests/activities outside of work.  4.09 1.399 0.361 0.799 1 
D 
 
Seek social support. 
 
4.15 
 
1.568 
 
0.216 
 
0.820 
 
1 
 
  
Emotion-Focused Coping Effectiveness (Symmetrical Scale 1 = Definitely Hinders and 7 = Definitely Helps)  
Items Mean SkewnessStd. Dev. Factor Loading  Factor 
A Turn to hobbies /pastimes. 5.91 1.015 -0.736 0.765 1 
B Talk to understanding friends. 6.17 0.913 -1.131 0.807 1 
C Expand interests/activities outside of work.  5.97 1.054 -1.274 0.795 1 
D 
 
Seek social support. 
 
5.93 
 
1.166 
 
-1.405 
 
0.756 
 
1 
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Physical Consequences (Frequency 1 = Never and 7 = All of the Time)  
Items  Mean SkewnessStd. Dev. Factor Loading  Factor 
A Acid indigestion or heartburn 1.90 1.116 1.501 X X 
B      
       
       
      
       
      
 
  
Chest pain 1.39 .714 1.829 -.788 3
C Diarrhea 1.64 .874 1.325 .854 1
D Constipation
 
1.58 .912 1.668 .816 1
E Headache 2.45 1.183 .729 .889 2
F Heart pounding when not exercising 1.57 .795 1.164 -.835 3 
G Loss of appetite 1.51 .911 2.513 .793 2 
H Shortness of breath 1.32 .665 3.030 -.787 3
I Stomach cramps (not menstrual) 
 
1.46 .840 2.482 .706 1 
J
 
Trouble sleeping
 
2.72
 
1.385
 
.996
 
X
 
X
Attitude Toward the Job (7-point Semantic differential with bipolar ends)  
Items Mean SkewnessStd. Dev. Factor Loading  Factor 
A Being enthusiastic about my job is… I  5.35 1.523 -0.91 0.785 1 
B My job tends to be… 5.17 1.317 -0.926 0.821 1 
C My job is usually… I  5.77 
5.01 
1.289 -1.111 X X 
D Feedback from my superiors is… I  1.722 -0.776 0.801 2 
E Overall, communications with my boss are… 1.38 1.741 -0.426 0.824 2 
F Overall working conditions are… I  4.89 1.626 -0.528 0.629 1 
G 
 
Overall I see my job as… 
 
4.35 
 
1.714 
 
-0.327 
 
0.847 
 
1 
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Organizational Commitment (Likert Scale 1 = Strongly Disagree and 7 = Strongly Agree)  
Items  Mean SkewnessStd. Dev. Factor Loading  Factor 
A I am willing to put in a great deal of effort beyond that normally expected in order to help this organization be successful. 5.62 1.343    -1.379 X X
B I talk up this organization to my friends as a great organization to work for. 4.99  -0.776   
    X 
5.16    X 
6.11     
4.95    1 
5.21    1 
1 
 1.810    
      
1.689 0.838 1
C I would accept almost any type of job assignment in order to keep working for this organization. 3.72 1.808 0.222 X
D I find that my values are very different than the organization’s values. I  1.633 -0.664 X
E I am embarrassed to tell others that I am part of the organization. I  1.302 -1.714 0.736 1
F This organization really inspires the very best in me in the way of job performance. 1.591 -0.683 0.747
G I am extremely glad that I chose this organization to work for over others I was considering at the time I joined. 1.596 -0.868 0.857
H I do not care about the fate of this organization. I  6.06 1.371 -1.778 0.710 
I  For me, this is the best of all possible organizations for which to work. 
 
4.56 -0.472 0.774 1
270 
 Appendix H (Continued) 
 
Overall Job Satisfaction (7-point Semantic differential with bipolar ends)  
  Items Mean SkewnessStd. Dev. Factor Loading  Factor 
H Compared to your ideal job, your current job is… 4.71 1.639 -0.622 0.745 1 
I To what extent does your current job match your expectations when you took it … 4.78     
     
   
  
1.432 -0.532 0.826 1
J What is your overall satisfaction/dissatisfaction with your current job … 4.92 1.587 -0.596 0.856 1
K Your overall feeling about your job would be… 
 
5.36 1.327 
 
-0.718 
 
0.886 
 
1 
Emotional Exhaustion Frequency (Frequency 0 = never and 7 = 7 days a week)  
Items Mean SkewnessStd. Dev. Factor Loading  Factor 
A I feel emotionally drained from my work. 2.30 1.292 1.188 .900 1 
B I feel used up at the end of the workday. 2.47 1.385 .786 .873 1 
C When I get up in the morning to face another day on the job I feel tired.     1 
.854 
.677 
   
2.12 1.153 1.480 .588
D Working with people all day is really a strain for me. 1.98 2.061 X 
.686 
X 
E I feel burned out from my work. 2.02 1.101 1.914 2 
F I feel frustrated with my job. 2.03 1.165 1.798 2 
G I feel I am working too hard on my job. 2.39 1.398 1.386 .693 1 
X H Working directly with people really puts a strain on me. 1.97 
2.06 
.880 2.772 X 
I I feel like I’m at the end of my rope with my job. 
 
.920 
 
2.670 
 
.853 
 
2 
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Emotional Exhaustion Intensity (Semantic differential scale with 1 to 7 points) 
  
 
Items Mean SkewnessStd. Dev. Factor Loading  Factor 
A How emotionally draining is your work? 3.60 1.852 -.028 X X 
B How do you feel at the end of the workday? ®  4.35 1.521 -.176 .776 1 
C How do you feel in the morning knowing you have to face another day on the job? 3.26     
X 
   
  
1.473 .358 .767 1
D 
E 
How do you feel after working with people all day? 3.93 1.597 -.029 X 
.756 
X 
How burned out do you feel from your work? ®  2.67 1.710 .701 1 
F How frustrated are you on the job? 2.88 1.729 .586 X 
G How hard do you feel you must work on the job? 5.12 1.596 -1.001 X 
X 
X 
H How does working directly with people make you feel? 
How does your job make you feel? 
4.93 1.484 -.630 X 
I 3.30 
 
1.647 
 
.488 
 
.854 
 
1 
Job Performance (Continuous Scale with 1 = Truly Terrible and 7 = Outstanding)   
Items Mean SkewnessStd. Dev. Factor Loading  Factor 
A Developing customer trust/ confidence in your service provided. 5.80 0.928 -1.207 X X 
B Following up on promises make to your customers. 5.83 0.811 -0.554 X X 
C Telling the customer the straight facts rather telling them what they want to hear. 5.79    1 
   
     
     
0.818 -0.487 0.771
D Performing your job dependably/ accurately. 6.07 0.751 -0.660 0.793 1
E Servicing the account with the customer’s best interest in mind. 5.99 0.836 -1.018 0.82 1 
F Listening attentively to identify as well as understand the concerns of customers. 6.10 0.839 -1.425 0.828 1
G Working out solutions to each customer’s questions or concerns. 5.74 0.971 -1.265 0.759 1
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Intention to Leave (Symmetrical Scale Ranging from 1 = Very Unlikely to 7 = Very Likely)  
Items Mean SkewnessStd. Dev. Factor Loading  Factor 
C I will actively look for a job with another company. 2.9 2.108 0.646 0.937 1 
D I plan to switch companies. 2.9 2.108 0.658 0.947 1 
E 
 
I plan to work for my current employer. ®  
 
2.78 
 
2.013 
 
0.936 
 
0.793 
 
1 
 
Note: ® = Reversals for all of the above tables 
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